[image: image1.wmf]
IDET COMMUNICATION, INC.

Improving Access to the Internet for All People
3823 Roswell Rd, Ste. 212,  Marietta, GA 30062;    (770) 973-2525      

WWW.idetcom.com

ONLINE BANKING FOR ELDERLY USERS

Why banks want new and existing elderly customers to use online banking: 

· Emerging Trend: As the January 2006 Kaiser Family Foundation report states: “…a new national survey of older Americans finds that less than a third (33%) of seniors (age 65 and older) have ever gone online, but that more than two-thirds (72%) of the next generation of seniors (50-64 year-olds) have done so.” This means that similarly to the rest of population, online banking and asset management will emerge as one of the most important online applications for elderly Americans;
· Elderly Are High Value Customers: according to AARP, about 75% of nation’s wealth is concentrated in the hands of people over 55;

· Loyalty: it has been proven that elderly customers remain, by and large, more loyal to their existing banking institutions than younger bank clients;

· Cost: an online banking transaction costs, on average, a fraction of that processed in a branch;

· Ability to Market a Variety of Products: in today’s marketplace, besides the traditional banking services, banks also offer a wide variety of products: IRAs, CDs, securities, insurance, investment and other financial services; estate management, credit cards, etc. Online banking helps expose high value elderly customers to those products and services.

Why senior centers and retirement communities want to assist with online banking:

· Market Differentiation: senior centers and retirement communities industry is a highly competitive business, where many local providers compete with the national chains. They all realize that the vast majority of baby-boom generation, which is about to retire, can’t imagine their life without the Internet. They also realize that in order to stay competitive and to grow, retirement organizations must provide a full array of the Internet-based services, including online banking.  
· Improving Efficiency of Operations: senior centers and retirement communities, which typically provide transportation for their clients to banks’ branches, see online banking as a way to reduce their operational expenses;
· Improving Customers’ Satisfaction: like any other Internet-based services, online banking is ultimately about empowering the consumers in managing their affairs. Online banking empowers elderly to better manage their finances and helps maintain their financial health.
Why IDET?

Along with many advantages, online banking also presents some challenges, especially for elderly customers. For example, there is a substantial learning curve in how to navigate and use online banking, because most online banking web sites contains a variety of features and products, which could be rather confusing. But even more importantly, there is an issue of trust and confidence in online banking because of the concern for its safety, reliability, and privacy.

In addition, many elderly customers have to overcome ever increasing physical and learning limitations that might prevent them from using online banking. As the 2000 Census data indicates, with age more and more people identify themselves with various disabilities, ranging from 9% for people in their 20s and 30s, to 59% for people over 75, and 80% for people over 85.

IDET Communication Inc., an Atlanta-based company that in the last 4 years has been working in a partnership with the nationally recognized Center for Assistive Technology and Environmental Access (CATEA) at Georgia Tech, to improve access to online information for people with disabilities, is well equipped to assist banks and retirement communities in overcoming the above-mentioned obstacles with online banking. Based on its experience with disabled, IDET, in collaboration with Georgia Tech’s CATEA, has developed a special methodology on how to familiarize, educate, and train older people to manage their financial affairs online. This methodology, which is based on knowledge and understanding of human-computer interaction specifically with regard to elderly, consists of two major elements:

1) a generic banking template, developed by IDET, which imitates all basic features of online banking, without actually accessing anybody’s individual account. The template allows elderly individuals to gain familiarity and comfort with online banking BEFORE actually signing up with any particular bank; 

2) periodic, face-to-face educational and training seminars with potential elderly customers and their families jointly conducted by the specialists from Georgia Tech and IDET and aimed on answering the questions and alleviating the fear of online banking technology, as well as addressing the issues of privacy, safety, and security of online banking.
The existing experience indicates that in or order to capture this most lucrative segment of the market for online banking, the banks cannot rely on mass marketing campaigns but instead they should launch smaller, more targeted and ultimately much more affective marketing efforts. IDET Communication can provide valuable services to the banks in this area. 
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