Report on Business e-Banking Pilot Launch

Research Objectives

· To understand pilot customer experience in BIB registration and help map out the strategy on customer registration for the mass launch;

· To understand customers’ security awareness on Internet; and

· To solicit feedback from customers for procedural and system improvement;

Research Methodology

· Totally 81 existing customers were randomly selected to conduct the questionnaire.

Limitations

Findings and Interpretations

Customer Registration

· 45 out of 81 interviewees registered by themselves while 36 interviewees were assisted by user registration team.

Feedback from interviewees performing self-registration

Time spend on registration:

	
	No. of interviewee(s)
	%

	within 15 min
	22
	49

	15-30 min
	13
	29

	30-60 min
	3
	7

	over 60 min
	7
	15


· 35 interviewees could finish the registration within 30 minutes.

· 10 interviewees who finished the registration more than 30 minutes because 4 out of ten interviewees said the branches did not give them the user guides, 8 interviewees said the registration procedure was complicated and confusing, and 2 interviewees said the upgrade browser procedure and the complicated steps took them more than 60 minutes to finish the registration.

Ease of registration process:

	
	No. of interviewee(s)
	%

	Very easy 
	10
	22

	Somewhat easy
	18
	40

	Neither Nor
	0
	0

	Somewhat difficult
	13
	28

	Not easy at all
	4
	9


Reasons that made the registration process difficult:

· 10 interviewees think that the registration process is complicated.

· 3 interviewees think that Chinese version is needed.

· 3 interviewees think that there is too much info to be filled in while doing registration.

· 2 interviewees have problem when upgrading Internet browser.

User guides​ usefulness 

	
	No. of interviewee(s)
	%

	Not used
	19
	42

	Very useful
	9
	20

	Somewhat useful
	9
	20

	Somewhat not useful
	7
	16

	Not used
	1
	2


· Most of the interviewees think the user guide is very useful and somewhat useful.

· 4 interviewees said the branches did not give them the user guides.

· 4 interviewees said that they had no time to read and the user guide is complicated, so they ignore the user guide.

CD Rom Usefulness:

	
	Interviewee(s)
	%

	Not used
	24
	88

	Very useful
	1
	4

	Somewhat useful
	1
	4

	Somewhat not useful
	0
	0

	Not used
	1
	4


· 18 out of 45 interviewees said that they didn’t receive CD.

· 24 interviewees received the CD-Rom but they didn’t use it.

· 2 interviewees said the CD is useful.

Tools that Interviewees prefer when encountering registration problem:

	
	Interviewee(s)
	%

	Hotline
	35
	80

	Class training
	8
	19

	other
	1
	2


· Most interviewees think that they would call hotline when encountering registration problem.

· 8 interviewees think that they would go to class training.

· 1 interviewee thinks that he needs onsite support.

Founding:

· Some interviewees often ask when the Chinese version will come out in which it seems the users concerned this issue so much.

· URT experiences that some branches still dispatching old version user guides, which will mislead the user by reading the old user guides and the CD will not be reached to the users. 

Feedback from interviewees who were assisted by URT:

	
	Interviewee(s)
	%

	Very easy 
	13
	36

	Somewhat easy
	19
	53

	Neither Nor
	0
	0

	Somewhat difficult
	4
	11

	Not easy at all
	0
	0


· 89% of interviewees think the registration process is very easy or somewhat easy, while only 11% of them think that it is somewhat difficult. 

· Comparing the ease of registration process between self-registration, 62%, and registration which was assisted by URT, 89%, interviewees think the 

Security Awareness

	
	yes
	no
	not sure

	Firewall installed
	17
	48
	16

	Anti-Virus Program

Installed
	68
	9
	4

	Update anti-Virus Program Periodically
	60
	15
	6

	Update browser periodically
	35
	32
	14



	Set DC password
	33
	38
	10

	How to do when DC got accessed by others
	26
	49
	6

	Share PC with others
	28
	53
	

	use e-banking after 1st registration
	74
	7
	

	Press log off icon after finished
	56
	18
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· Users seldom use firewall to protect data transmission. 

· Most users tend to protect computers by anti-virus programs, however only half of them update the anti-virus program periodically.

· Less than half of the interviewees set password on the digital certificate. They allege that they want to prevent forgetting the password and simplify the import and export DC procedures. Moreover, they don’t have any notions of the consequence when their DCs are accessed by others

· Most of interviewees don’t know the handling of invaded DC procedures. 
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· Only half of the interviewees update Internet browser periodically.

· Almost 30% of the interviewees share PC with others. 

· Most of the interviewees use BIB after registration in which shows the interviewees have the intention to use the service.

· Although most of the interviewees press log off icon when finished using BIB, we should educate and make all BIB users log off properly.

Interviewees towards Internet security summary:

· Stats show us that the interviewees have relatively low standard of Internet security awareness.

· User guide should mention the Internet security issues and the handling of the situations.

· BIB window should disable the close button which will force the user to pre log off buton.

Services Coverage

	
	No. of Interviewees
	%

	Very Comprehensive
	13
	18

	Somewhat comprehensive
	51
	69

	Neither Nor
	1
	1

	Somewhat not comprehensive
	9
	12

	Not comprehensive at all
	0
	0


Most interviewees feel our services are comprehensive.

3 interviewees want to have the trade services, in what it will be covered in phase  .

2 interviewees want to apply for cheque books through BIB.

2 interviewees suggested that Bill Payment should add more merchants.

1 interviewee said that Facility details don’t show enough information.

Other services/ functions suggested by interviewees

Services used by interviewees


36 used other services apart from A/C enquiry





16 able to do transaction


but used A/C enquiry only





52 applied A/C enquiry


and other services





17 applied A/C enquiry only


Unable to do transaction





74 used BIB after registration





7 haven't used BIB after registration





81 interviewees
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