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Technology applied in today’s banking environment falls into 3 specific categories: customer-independent, customer assisted, and customer transparent.


First 2 categories pertain to a direct relationship between the technology and the customer, the first like the ATM and VRU, the second like a manned teller unit at a service window to complete a particular transaction. 


The third represents the real core of bank operations. It is the type of technology that customers never see though they have clear expectations. Customer will not experience the result of this technology until well after the work or product is produced. If the output meets the customer’s expectation they remain silent, if not they response quickly to let the institution know. For example, the statement hasn’t posted after an expected period, say 3 to 5 days after the month. 


Within the first 2 categories customers’ expectation can be met quickly, or c/s will retry or ask for an alternative. Either of the result and subsequent feedback is immediate. 


Customer transparent category has a much longer cycle to correct the situation. 

Planning the process


Quality is a sum of three. Accuracy, which need a carefully planned and laid out. Integrity (the information is processed correctly), which requires a road map that guides the employee to produce a quality product. Reliability (the process is delivered the same way at the same time every time). 

The loop dynamic

Fred Squier, why the internet is curcial to bank executives. P 67-82.


Nonbank competition has been eating away at the market and as a result, U.S. banks today control only an estimated 15% of the market. Banking and financial services have slowly been evolving from the use of brick-and-mortar structures as the anchor for attracting consumers. In today’s environment almost every financial services company offers some alternative method for conducting business. ATM and VRU systems have become mandatory delivery systems in this competitive environment. As the marketplace evolves, the internet will continue to grow in importance as an alternative method of delivering information and service to consumers and could in fact change the payment system as we know it in America. 


Marketing department identify the ideal customer for a bank, the profile:

Age 



35

Gender


male

Marital status

married

Ed level


college or advanced degree

Household income
$60 000 

Occupation 

management


What the profile describes is the typical internet user according to the latest internet survey conducted by Georgia Tech University. 

