Customer Survey 
A – About the Company

Application No.: __________________________________

Name of User: ____________________________________ □ Primary User
□ Secondary User 

Interviewer: ______________________________________

Background information

□ Hexagon
□ Phone Banking
□ Autopay

Transaction Volume: 
□ High

□ Low
Business Unit:

□ BBC

□ RLM

□ TSE

□ SMB

B- About Registration

Did the customer register by him selves or assisted by URT? 

□ Self-Reg

(Answer Part I)

□ Assisted by URT
(Answer Part II)

Part i

1 How long did you spend on the registration process?

□ within 15 minutes

□ 15-30 minutes

□ 30-60 minutes 

□ over 60minutes

2 Do you think the registration process easy to follow?

□ Very easy

□ Somewhat easy
□ Neither Nor

□ Somewhat difficult

□ Not easy at all                    
3 Did you make reference to the User Guide / CDRom? Did you find it useful? 

	
	Not Used
	Very useful
	Somewhat useful
	Somewhat not useful
	Not Useful
	Any Reasons?

	User Guide
	
	
	
	
	
	

	CD-Rom
	
	
	
	
	
	



4       What other tools do you think can assist you in registration?

□ Hot line

□ Classroom training

□ Other (Please specify)   ________________________________________________________

5 Any problems encountered during registration process?

___________________________________________________________________________________________

Part ii

6
Do you think the registration process easy to follow?

□ Very easy

□ Somewhat easy
□ Neither Nor

□ Somewhat difficult               


□ Not easy at all                          

7
If you have to do registration by yourself, what tools do you think can assist you in registration?

□ User Guide

□ CD Rom

□ Hot line

□ Classroom training

□
 Other (Please specify)____________________________________________________________________

B – Security Awareness

	
	
	Yes
	No
	Not Sure

	8
	Is firewall installed at your company’s PC?


	□
	□
	□

	9
	Is anti-virus software installed in your company’s PC? (if No, skip to 5d)


	□
	□
	□

	
	9.1     Is anti-virus software installed in your company’s PC updated periodically?


	□
	□
	□

	10
	Are security patches updated to the browser or PC operation system periodically?


	□
	□
	□

	11
	Is the digital certificate protected by password?


	□
	□
	□

	12
	Do you know what to do when you find that your password or digital certificate has been got accessed by others?


	□
	□
	□

	13
	Do you share the PC with DC downloaded with others?


	□
	□

	□

	14
	After first time registration, have you ever used Business e-Banking Services?

□ Yes






□  No (Why not? _________________________________________ Skip to Q19)



	15
	Would you always log off from BIB and hsbc.com after completing the transactions?


	□
	□
	


16
Which functions have you used?  How do you find them?

(Please check against with the application form to see the functions applied.)

	
	Accessible
	Not used
	Used
	Any reason(s)?

	
	
	
	Very useful
	Some what useful
	Somewhat not useful
	Not useful at all
	

	Account Enquiry

 
	(
	
	
	
	
	
	

	Fund Transfer between Our Hang Seng Accounts
	
	
	
	
	
	
	

	Fund Transfer to Other Accounts
	
	
	
	
	
	
	

	Autopay


	
	
	
	
	
	
	

	Bill Payment 


	
	
	
	
	
	
	

	Time Deposit


	
	
	
	
	
	
	

	Direct Debit Authorisation


	
	
	
	
	
	
	

	Facility Details


	
	
	
	
	
	
	

	Dual Authorisation


	
	
	
	
	
	
	

	Management Control (Applicable to PU only)
	
	
	
	
	
	
	

	Incoming Funds Alert 


	(
	
	
	
	
	
	

	Send e-mail to Hang Seng Bank
	(
	
	
	
	
	
	

	Application for Services 
	(
	
	
	
	
	
	


17 Would you consider the service coverage as comprehensive?

□
 Very comprehensive

□ Somewhat comprehensive

□ Neither Nor (Do not probe customer for this answer)

□ Somewhat not comprehensive

□ Not comprehensive at all 

18 Have you ever used any of the online help devices in Business e-Banking? Do you find it/them useful?

(Probe for each of the following devices and tick all applicable answers.)

	
	FAQ
	Help
	Demo
	Online user guide

	Usefulness of the device(s)

	Not used
	
	
	
	

	Very useful
	
	
	
	

	Somewhat useful
	
	
	
	

	Neither Nor (Do not probe customer for this answer)
	
	
	
	

	Somewhat not useful
	
	
	
	

	Not useful at all
	
	
	
	


19 Other comments & suggestions?





Reason: 











Reason: ____________________________________________
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