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This note is a summary of some of the key questions that
usually surface during customer interactions regarding the
use of e- or m-banking platforms. The key objective of
the note is to serve as a reference for institutions engaged
in e/m-banking for their marketing plan design and
promotion strategies. The questions are categorised based
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It is difficult to replace
bank staff with next-
door shopkeeper. A
dominant factor is
whether there is trust in
the shopkeeper to
perform banking
transactions and
especially savings ...
and whether he/she is
capable (well enough
educated/trained) to do
S0.

Customers also need to
be confident in the

> | security measures in
7

place. Marketing and
communications must
address concerns on
security and correct
Qransactions.

Credible evidence of
the existence of the
bank, the bank account,
the agent and the
transaction is essential.
While this relates to
trust, it forms the basis
of future use of e- or m-
banking as well. These
set of questions are
perhaps among the first
five questions that
arise. Facilities to check
balances or receive
mini statements help
create trust.
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The above, by no means, is an exhaustive list. The idea
is to provide those involved in product design and
communication related to e- and m-banking solutions
with a starting point. Institutions should also consider
developing a FAQ (for customers and employees as
well) note to answer such questions clearly. This can

2. To help develop the communication strategy; and
3. As part of the marketing/ promotional material.
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