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Headline: Bank customer satisfaction inches up, UOB scores highest: SMU study

Bank customer satisfaction inches

up, UOB scores high

Assurance, reliability
most important
drivers of customer
satisfaction and
loyalty, survey finds

Chor Khieng Yuit
Senior Correspondent

Customer satisfaction here with
the finance sector has improved
by 1.2 per cent year on year in the
fourth quarter of last year to 74.8
points out of a possible 100.

The findings were part of a na-
tional study on customer satisfac-
tion that the Institute of Service
Excellence (ISE) at the Singapore
Management University (SMU)
conducts quarterly and annually.

The Customer Satisfaction In-
dex of Singapore measures cus-
tomer satisfaction across six key
sectors in the service industry, in-
cluding tourism, retail, land trans-
port,and food and beverage.

Atotal of 4,700 local consumers
were surveyed between October
last year and January this year for
the finance and insurance sectors.

Within the finance sector, the
banks sub-sector scored 74.9
points, up 1.2 per cent year on
year, while the credit cards sub-
sector scored 73.2 points, a 0.7 per
cent increase. E-payment apps, a
new inclusion, scored 77 points.

Among the banks, UOB led in
customer satisfaction with 75.1
points. DBS Bank, HSBC and
OCBC Bank followed closely be-
hind, all scoring 74.9 points each.

The survey found that assurance
and reliability are the most impor-
tant drivers of customer satisfac-
tionand loyalty.

These two attributes are becom-
ing more important in the light of
recent events such as DBS’ Inter-

net banking outage last November
and phishing scams that targeted
OCBC customers last December.

Observers say more scams,
glitches or digital disruptions can
be expected from time to time.

Last week’s payment glitch that
affected 375 OCBC customers was
an example of how a problem can
arise suddenly.

The incident highlighted how
banks’ business partners have a
role to play in ensuring the
smooth functioning of payment
ecosystems. OCBC said its vendor
that processes AXS payments on
the bank’s credit cards had a pro-
cessing issue, resulting in dupli-
cate transactions.

AXS told ST yesterday that all
transactions on AXS are secured
and have proper audit trails that al-
low the company to investigate
any customer queries thoroughly.

The onus is then on the banks to
respond quickly whenever there

is an incident, said Mr Chen
Yongchang, head of research and
consultingat ISE at SMU.

Giving customers assurance is
very important, he said, citing
how DBS’and OCBC’s senior man-
agement had quickly stepped for-
ward to address the issues and
apologise to customers.

The banks acknowledge the chal-
lenges involved in the digital era,
where customers expect seamless
access to banking services 24/7.

A DBS spokesman said the key is
to have early monitoring systems
to detect digital disruptions when
they happen and to expedite re-
covery to minimise customer in-
convenience.

Competition is only going to get
stiffer as the digital banks start to
operate thisyear.

There are two licences issued
for digital full banks, one to the
Grab-Singtel consortium, and the
other to consumer Internet com-

pany Sea.

The SMU study found that close
to 40 per cent of bank customers
were willing to try out these digi-
tal banks.

The take-up rate was also pretty
consistent among the different
age groups, from those in their
twenties to those in their sixties.

Mr Chen told ST that banking
customers are attracted by the
novelty, convenience and ease of
use that digital banks offer.

Digital banks will give tradi-
tional banks a run for their money
in the credit card, current and sav-
ings account, and investment spa-
ces, he said.

The human touchpoints - front-
line staff and personal service at
branches - are where traditional
banks should leverage their edge
over digital banks, Mr Chen
added.

Mr Sunny Quek, OCBC head of
global consumer financial ser-
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vices, agreed that banking is about
building relationships and trust.

“Customers do not just want to
interact with banks via digital-
only channels. For complex and
deeper financial advisory conver-
sations in wealth management,
customers will still prefer the op-
tion of speaking with a real and
qualified financial consultant in
person,” he added.

DBS chief executive Piyush
Gupta said banking is about creat-
ing exceptional journeys and ex-
periences for customers, and the
bank does this by making bank-
ing “simple, intelligent and intu-
itive”.

“We are also dialling up the us-
age of artificial intelligence to pre-
dict what customers are going to
do, and from there how to give
them the right advice and transac-
tion suggestions,” he added.
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