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Improvement in ICT within Financial Institutions

In this assignment [ will be discussing how customer experience of dealing with
financial institutions improved with the help of ICT. I will be doing this by explaining
the improvement and what the improvement have provided to the customers.

Knowing that 10 to 20 years ago there wasn’t much ICT within the banking
institutions, which got aggregating to most customers because they will have to wait
hours, before they were served. Now day’s customers are served in minutes because
they have improved services which bank institutions have invested millions of pounds
to satisfy customers.

The way it worked in the days without ICT in bank institutions is;

e Confidential documents (account details)
e Telephone (deal with enquires)
e One-to-one conversation

The methods used in the past years was time consuming to all customers because they
had to waste hours of there time to sort out problems, for example the ‘one-to-one
conversation’ the customers to open up an account had to book an appointment take
ID with them and fill in forms which is a waste of time. The ‘confidential documents’
to access to them the customers will have to go through security questions and
provide evidence of there ID which just shows the time the customers had to waste to
reach to what they wanted.

Invested millions of pounds to gain and satisfy customers the bank institution have
introduced several time consuming services which increased the demand for the
service. The products and services the Bank institution has invested are;

1. Cash point:
Is a machine located in front of a bank which money could be withdrawn out of it
with a 24/7 service provided. Withdrawals can be up £250 in certain bank
institutions, the cash point provides a service for electronic top-up as well.

2. Internet banking:
Internet banking is a service which customers can deal with their own enquiry; the
reason being is that it is a self service system which almost every service can be
completed.

3. Bank websites:
Bank website is an interactive guide to customers who prefer banking online, it is
a service which is efficient and simple to use.

4. Promotion advertising:
Promotion advertising is a way of introducing a new brand for a company; it aims
to attract their target market to increase their interest for their products.

5. Chip and pin:
Chip and Pin is a newly introduced product to the public, it is designed to take
over the signature process when purchasing goods from any company. it is
designed to be secure and to kill credit card fraud.
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All these services and products have increased the demand for the services provided
from the banks. The services have satisfies customers in all ways the reason being is
that all the services and products are designed to fasten up the process of the banks
and to always be secure at all times.

I will be explaining the advantages the services and products have brought to both
customers and the bank institutions.

Cash point:

Cash point is a service which is time consuming for both customers and the bank the
reason being is because the customers wont have to queue up to withdraw money
from the desk operator they will just insert the card and will be able to look at their
balance, print mini statements withdraw cash and even purchase e-top up. It is time
consuming for the bank because they won’t have to waste time dealing with
withdrawal, printing mini statement etc. they will just deal with enquires and card
replacements.

Web site:

For an example I have chosen HSBC’s web page to show how convenient it is for
customers to open and account, apply for a credit card, purchase and loan etc. this
service is time consuming the reason is because it saves customers going to the bank
and applying for the products there, which is why customers are satisfied. There is an
example of the home page of HSBC banks web page which is situated below.

2 Home: personal, business, online, internet, banking: HSBC Bank UK - Microsoft Internet Explorer

File Edt View Favorites Tooks Hep "
Q.0 M B & L % | % ;
Back E Stop Refrash Home: Search  Favorites  History Print Edit Messenger
Ackrzss ] http: ffuwm hsbe co.ukj1Li2f v| B
HSBC {x} The world's local bank Site search: | »Go
»Personal

¥ Current accounts

¥ Bavings and investments
¥ Credit cards

¥ Loans

b Morlgages
b Insurance

Personal Internet Banking

for savers

»Business

Over 600,000 business
customers cant be wrong,
Come in and take a ook at
what we have o ofer.

‘With our best ever Online Saver rate!

Also see how we can help you with
¥ Viewr all products tax-free, regular and other lump sum savings.

Business Internet Banking
» Logon

“J Interest-free High Interest HSBC Bank

' 1opav's % I’ :
’ , | overdraft Earna Deposit Bond | I8 I i ne Online Saver

P CCHHS We know that an Guaranteed Put away £2000 S ver Manage your
overdral is & o, |otmormssars AVer wwingofiom
priority, s6 we 4 /o sum Fixed torm Your sofs with this
Guarentas you 5 55t from & months 0y, eniineonly scsoun
£1000 to start with. to 8years. 70 conditions spply.

Fixedfor 2y, retemay | CONGHICNS 8DPIY. L]
Takealook b i for et peviody | Fin out more b Find out more
Legal information | Accessibility | About HSBC | Site map Issued for UK use only | ©HSBC Bank pic 2005

& WJ Lacalintranet

o & 113

Internet Banking;:



Unit 14 Fatih Gaygusuz 13.1

Internet banking for the customers has made life relaxing because it is a time
consuming service which is one of the reason customers are satisfied, another reason
is that with this service the bank provide allows customers to transfer money to a

different accounts (internationally or UK based). This service is just bringing the bank
to the customer’s house.

Down below It shows the internet banking section on the website of HSBC bank it
provides a detailed summary of what is internet banking and what customers can do
with this service. Also it provides other information as well internet banking.
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5] Done

Chip & Pin:

The latest investment of all banks to the customers which is one of the best one, the
reason is because it prevent credit card fraud and is a faster process when purchasing
goods from and store customers won’t have to sign any more. This service over the

years has saved customers thousands of pounds because it has brought credit card

fraud to an end.



