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GENERAL PRESS RELEASE OF RESEARCH FINDINGS (Public Release Date: March 29, 2007)

Online Banking Customers Demanding Some Things More than Others 

Online Banking Here to Stay

According to a January 2007 survey of 990 US adults conducted by Prophis eResearch, 58% of US adults ― an estimated 85 million ― were conducting some or all of there personal banking over the Internet.  While Internet banking use continues to rise, financial institutions continue to develop their online presence to deliver maximum customer service.  


Performance and Feature Priorities

In the same research, banking customers were asked about which website performance and feature items presented in a list of 15 they considered “important” to them.  The complete breakdown of findings can be found in the attached figure (see next page). 

The findings ranged from those things that were seen as highly important (i.e. rated as important by a strong majority), items that were seen as quite important (i.e. rated as important by around half of those surveyed), and aspects that were seen as less important (i.e. rated as important by a minority). 


Top Priorities 

The aspects mentioned most often as important in a financial services website were 24/7 availability (72% stating it was important to them) and that all information was accurate and up-to-date (71%).  Not far behind was a professional layout and clear site structure (65%) as well as website speed (65%).  

Somewhere between Must-have and Nice-to-Have

Scoring slightly lower yet still of considerable importance was website dependability (56%) and use of clear language (52%).  Help functionality (44%) and email support (41%) rounded out the top items in this grouping. 


When You Get Around to It

Some items just did not reach the same level of magnitude. Smaller proportions of online bankers thought important search engines (25%), customizable settings (24%), adjustable fonts (17%), external links (16%), and multi-lingual options (4%) as key. 


Additional information: The findings in this press release are supportive of a new report on Internet banking available for purchase through www.prophis.com (2007 US Internet Banking Customer Expectations and Evaluations Report, 18 pages, 13 figures, US$995).  Prophis Research and Consulting Inc is an independent marketing research and consulting company based in Vancouver, BC, Canada and operates also under the name Prophis eResearch. 
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Figure: Customers indicating importance of selected aspects relating to website ease of use,
convenience, and web design. Findings based on US online adults who bank over the Internet at
present and those who do not bank over the Internet but are yet signed up for it, n=674. Prophis
eResearch, January 2007.
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