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Personal Touch Still Pays When Communicating with Credit Card Customers, ].D. Power Finds

American Express Ranks Highest in Credit Card Satisfaction for Third Consecutive Year

SINGAPORE: 31 July 2018 — One in three cardholders in Hong Kong find communications and
information from their credit card issuer misleading, according to the ].D. Power 2018 Hong Kong
Credit Card Satisfaction Study,M released today. To engage cardholders and enhance the customer
experience, issuers need to be transparent and deliver on their value proposition.

“Over the past few years, card issuers have invested heavily into digital platforms. While this channel
may be more cost-effective and may offer 24 /7 convenience for customers, issuers need to understand
that it is crucial to build trust and deepen relationships with their customers through a holistic
approach to their service offerings, combining digital and offline channels. In this digital age, issuers
cannot overlook customers who prefer the human touch,” said Anthony Chiam, Regional Practice
Leader, Financial Services at J.D Power.

According to the study, nearly 90% of cardholders have used digital channels (online and mobile apps)
to interact with their issuers in the past 12 months. The usage of mobile apps has increased to 54%
from 28% since last year; however, customer satisfaction with this channel has dropped by 16 points to
713 (on a 1,000-point scale). User-centred design, experience, trust and security are critical to drive
more cardholders to the app, as 34% of customers are deterred due to security concerns.

Despite the shift toward digital channels, many cardholders prefer personal interaction from the point
of application and throughout the cardholder journey. Nearly half (45%) of cardholders have opted to
apply for their card via personal channels. In addition, 48% of cardholders still turn to the call centre
when they are faced with issues.

To offer a more personalised user experience across all channels, issuers need to focus on tailoring their
communication to cardholders’ specific preferences as opposed to appealing to the masses. This can
enable issuers to offer products and services personalised to suit their cardholders’ needs. Half of the
cardholders who have opted out of receiving marketing materials indicate they are open to being
contacted with personalized marketing catering to their needs from their card issuers.

The following are additional key findings of the study:

¢ Increase in mobile payment app usage: The percentage of cardholders using mobile payment
apps linked to their credit card has increased to 54% from 41% last year.

e More than two-thirds of cardholders use primary card for online purchases: Online
shopping is most popular among Gen X and Gen Y! (76%), with Boomers (67%) not far behind.

e Delivering on value proposition drives satisfaction: Satisfaction is higher among
cardholders who perceive issuers to be customer-driven and reliable than among those who do
not (783 vs. 663, respectively). Delivering on a value proposition also increases spend by 20%

1J.D. Power defines the generations as Pre-Boomers (born before 1946); Boomers (1946-1964); Gen X (1965-1976); and
Gen Y (1977-1994)



(HK$7,110 vs. HK$5,915) and results in more cardholders recommending their card to friends
and families (86% vs. 75%, respectively).

Study Rankings

American Express ranks highest in credit card satisfaction with an overall score of 789 and performs
well across all six factors. DBS ranks second with a score of 718, and Dah Sing Bank ranks third with a
score of 717.

The 2018 Hong Kong Credit Card Satisfaction Study examines customer satisfaction with the products
and services provided by their primary card issuer. The study measures overall satisfaction in six key
factors: interaction (27%); benefits and services (19%); rewards (17%); communications (17%); credit
card terms (16%); and key moments (4%).

The study is based on responses from 2,911 credit card customers. Coverage includes 11 major credit
card issuers in the market, nine of which are rank-eligible, with scores based on the customer’s primary
card used. The study was fielded in May to July 2018. ].D. Power conducts a series of credit card studies
across key financial markets, including Australia, China, Singapore and the United States.
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About ]J.D. Power in the Asia Pacific Region

].D. Power has offices in Singapore, Bangkok, Beijing, Shanghai and Tokyo that conduct customer
satisfaction research and provide consulting services in the automotive, information technology and
finance industries in the Asia Pacific region. Together, the five offices bring the language of customer
satisfaction to consumers and businesses in Australia, China, India, Indonesia, Japan, Malaysia,
Philippines, Taiwan, Thailand and Vietnam. ].D. Power is a portfolio company of XIO Group, a global
alternative investments and private equity firm headquartered in London, and is led by its four
founders: Athene Li, Joseph Pacini, Murphy Qiao and Carsten Geyer. Information regarding J.D. Power
and its products can be accessed through the internet at asean-oceania.jdpower.com.

About J.D. Power and Advertising/Promotional Rules www.jdpower.com/about-us/press-release-
info
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Overall Satisfaction Index Ranking
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Note: Included in the study but not ranked due to small or insufficient sample size are
AEON and China Construction Bank.

Source: J.D. Power 2018 Hong Kong Credit Card Satisfaction Study*™

Charts and graphs extracted from this press release for use by the media must be
accompanied by a statement identifying J.D. Power as the publisher and the study
from which it originated as the source. Rankings are based on numerical scores, and
not necessarily on statistical significance. No advertising or other promotional use can
be made of the information in this release or J.D. Power survey results without the
express prior written consent of J.D. Power.
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