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2. Communicating with customers

Do now activity: 
	Question:
	Your answer:

	State 3 financial organisations
	

	What is a pension?
	

	What is a credit union?
	

	What is the gold vault?
	



Communicating with customers
Traditionally, banking was carried out face-to-face where there was a personal relationship between the bank manager and clerk and the customer. The bank manager was seen as as a figure of authority in the community. Over time, this relationship has become less common and, as banking organisations have grown, the service has become less personal. 
Changes in technology have also changed the way in which the banking industry operates. 







Think, Pair, Share:
1.  How has technology affected how banking operates? 
2. Has it had a positive or negative effect?
3. How has it affected customers of different ages?
4. How has it affected employees?
	






Task: List the different ways a bank could communicate with its customers: (independent task)
	














Task: Read through the advantages and disadvantages of each method of communicating with customers and fill the empty box with which method of communicating it is.






Knowledge check questions: 
	State 3 methods of communicating with customers 
	

	What are the advantages of communicating with customers in person?
	






	Why might a customer not be happy to communicate over a mobile device?
	





	Which age group may wish to communicate with a person in a branch? Why?
	








	Which method of communicating has a high risk of fraud or identity theft?




	

	Why might someone prefer to do online banking than mobile banking?




	

	State an issue that may occur with postal banking






	

	What is the most traditional way to communicate with customers?

	

	In what method of banking/communicating should people be wary/careful of hackers?
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The pros and cons of different ways of interacting with customers are summarised in
Table 3.9.

» Table 3.9: The advantages and disadvantages of different methods of interacting with
customers

Advantages Disadvantages
Opportunity to build a relationship developing trust | Need to travel to a branch which islikely to incur travel
and brand loyalty costs, e parking or fares for public transport
Transactions can be conducted there and then Restricted to bank opening hours

‘Additional services such as advice can be offered May be long queues plus travel time, making the

Gives the customer a high level of confidence process time consuming

Online banking Available 24/7 Takes time at the beginning to set up or apply for
High degree of privacy Not suitable for cash withdrawals
Convenient Increased risk due to cyber crime

Ifjust an online account, the facilties may be limited

Telephone banking | Convenient, especially to access basic functions such as | Full access may be limited to set hours
checking a balance Call centres and automated telephone systems can
No additional charges frustrate customers
Higher risk of fraud and identity theft
Mobile banking Convenient May need to download specific apps to access mobile
Available 24/7 banking for a particular bank

No additional charges Higher security risk due to increased risk of loss or theft
of mobile devices
Can be prone to hackers sending texts asking for bank
details
Postal banking Traditional method that many customers will feel Can be slow due to the postal system
comfortable with Post can get lost
Does not require any additional technology or devices

Consumer protection in relation to personal finance

There are laws and organisations responsible for protecting the rights of consumers
In relation to personal finance, they are there to help ensure that the consumer is not
treated unfairly or exploited. The following organisations and laws are concerned with
protecting consumer rights.
» Financial Conduct Authority (FCA)

« The FCA is an independent organisation with a remit to regulate the actions of

providers of financial services
« Itis funded by membership fees charged to financial service providers
+ The organisation's work focuses on three key areas

NG 1622 E
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