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Customer Satisfaction Survey
EREmEEENEHEE

Thank you for participating in The Bank of East Asia, UK Branch (BEAUK) Customer Experience
Survey. Your valuable comments are very important to us. The information collected in this
survey will be kept strictly confidential and will be used only for consolidated analysis purposes.
No personal data will be collected in this Survey.

SHSRRDIFMTREDTEFERHEE, TNESSRYKMAIEEER. BXHEEMENER
HEBRERERRABRGEEDTRE MAMTTASRUEERECIEAESH.

Q1 Reasons of Choosing BEAUK

What are the reasons of your choosing BEAUK? (You may choose more than one)
AR EEE R IR TR S TAIRSE?  (AIEZR—IR)

[ ] Cantonese service available B EERAERIIR

[ ] Having experience with BEA in Hong Kong BERAER R TR
[ ] Referred by family or friends RN 4R

[ ] Customer service fRisE=

[ ] Others, please specify Hifth, 755108

Q2 Bank usage in UK

Apart from BEAUK, which of the following banks are you currently using?
(You may choose more than one)
bR T BREERITERE DTN BRAERERRLIRITR? (AEZR—IH)

[] Barclays EBrezkiR T [] Bankof China chERSRTT

[] HSBC g [[] Santander SIBEIRT
[] NatWest EIRFSRG [1 RBS BRI RIRT
] Lioyds SERIRAT [] None ez

|:| Nationwide ;Z#BER{T |:| Other, please specify Hfth, 53388




Q3

Main bank user

Is BEAUK your main bank (for payroll and transactions such as utilities, Council Tax or

mortgage repayment)?

"MBEAUKZBERIEEEARIRT? HlaN: HiEF O, BEMERREAER OKEE, MBIREHEEK)

[] Yes =2

|:|No )

Q3a Current Product Usage
What types of BEAUK products / services are you using now?
(You may choose more than one)
e IR AR R TR S TR E /RS R?  (AEZR—IR)
[ ] Current/Savings account R/MEEFO
[ ] Time Deposit EHIER
[ ] Debit Card RS
[ ] Cyberbanking/mobile banking  48_t/&E7EnEes
[ ] Buy-to-let Mortgage BEXEHERS
[ ] Safe deposit box REE
[] corporate banking service EEEIRITIRS
[] other, please specify Hifth, 55518H
Q3b  Future Product Usage

What types of BEAUK products / services are you planning to use/will you carry on using
in the next 12 months? (You may choose more than one)
ARMSETEIEARZR 12 (B R WA E R IR TR o TR L E m/IRFSe?  (AEZR—IH)

Current/Savings account
Time Deposit

Debit Card
Cyberbanking/mobile banking
Buy-to-let Mortgage

Safe deposit box

Corporate banking service

OOoOdooon

Other, please specify

FR/#EERF N
TEHIFR

fBie~

48 L/ErEmEERs
BXHAEES
RERE

IR TIRSS
Hfth, 55188




Q4 Total Customer Satisfaction

BEMS, BESRERIR TR S TIRARTIRISR?
[ ] Highly satisfied e[S

[ ] Satisfied k=

[ ] Neither satisfied nor dissatisfied sz

[ ] Dissatisfied s

[ 1 Highly dissatisfied RS

Overall speaking, how satisfied are you with the banking services offered by BEAUK?

Q5 Customer Satisfaction in Recent Experience at different Touch Points
Based on your recent experience, how satisfied are you with the below?
RIS RIEFERARIRTRESTIREINE, mEEEZRnERME TS AENERE?
Neither Did not use
satisfied this service

Highly nor Highly recently
satisfied Satisfied dissatisfied | Dissatisfied | dissatisfied | &9 8
EERE =1 3z PN EERNRR | FHEZRE

Branch

575 [] [] ] ] [] []

Hotline

s [] [] [] [] [] []

Email

o O |0 | OO0 o0l O

Cyberbanking / Mobile Banking

/B REEY [] [] [] [] [] []

Debit Card with BEAUK MyCard App

(et e B R [] [] [] [] [] []

BEA UK Mobile App

BEA UKFHsBIERR: [] [] [] [] [] []

Please leave your information below if you want us to follow up with you:

ANBRAATHE B BHEINE, FBERLUTER:

Name 2

Company Name (if applicable) A58 (d0iEF)
Phone Number B4R EEEE

Email EEHED




Q6a Branch Visits
Which branch do you usually visit?
AR R R R AR 1 TVe?
[ ] London Branch (E X iy
[ ] Birmingham Branch {BEBE DT
[ ] Manchester Branch SEMESIT
Q6b Satisfaction of Branch Staff

How satisfied are you with the performance of BEAUK'’s branch staff in each of the

following areas?
mEEESmER N T RE S THE R IR ERERE?

Neither
Totally agree nor
agree Agree disagree
EERR BE AV

Disagree
AR

Totally
disagree
EEARR

Don’t
know/Not
Applicable
ArE,
NiEA

Provides products and services that
meet my needs

RESUIR B R R E mANARTS

L]

]

]

[]

Has sufficient knowledge to respond
to my enquiries

B RSIRIAIHR IR E

Handles matters accurately

PRI TSR

Provides efficient service

RHEERIR

OO O
OO O
OO O

L]
L]
[]

L]
L]
[]

0O O

Q7

Queueing Time

If you have visited our branch recently, how satisfied are you with the queueing time at the

counter? (Please leave the answer blank if not applicable.)

MERABERSTT, FREEEZREAESITEERERIFER? AEA, FTBHBLE)

[ ] Highly satisfied E[S Rt
[ ] Satisfied =y

[] Neither satisfied nor dissatisfied sz

[ ] Dissatisfied i
[ ] Highly dissatisfied E [ ST




Q8  Satisfaction of Hotline Staff

If you have used our hotline recently, how satisfied are you with the performance of
BEAUK'’s hotline staff in each of the following areas? (Please leave the answer blank if not

applicable.)
NGB ERRMPNRGIRT, FRCEZREAGEEETISRHENRRR? GAER, aTBkEIE)
Don'’t
Neither know/Not
Totally agree nor Totally Applicable
agree Agree disagree Disagree disagree S IEEY
EEER EE YA REE FERNER | FER

Provides products and services that
meet my needs I:l I:l |:| I:l I:l D
BESIR MR REAVE MRS

Has sufficient knowledge to respond
to my enquiries

B RN RERIER

Handles matters accurately

PRI R

Easy to reach hotline staff during
business hours

ER A EEE R ERERG R
Reasonable service waiting time (that
is, the time it takes for staff to pick up
the call)

FRE B BN E AR

Cyberbanking

Q9 Satisfaction of Cyberbanking

OO O
OO O

L]
L]
L]

OO O

[] []
[] []
[] []

L] [

[]
[]

[

[]

If you have used the BEAUK Cyberbanking recently, how satisfied are you with the
platform(s) in each of the following areas? (Please leave the answer blank if not

applicable.)
MR FERRMNE LIERS SEEE LSRR ELNHEE MRS ENFRE? QIAER, I
BEiBILRE)
Don’t
Neither know/Not
Totally agree nor Totally Applicable
agree Agree disagree Disagree disagree REmEsy
FEER FAE Faz AEE EERER | BB

Easy to use and navigate
Sy, [] [] [] [] [] []
Quick to process my instruction/

transaction |:| |:| |:| |:| |:| |:|
NEEERRAIHE /R
Provides adequate features for my

banking needs I:l I:l |:| I:l I:l D

RAESIRIRITARFSINGE

New online banking service features would you like us to add:

[ T & A TG INAYAE_E IR ARFEIhRE




BEA MyCard App

Q10 Satisfaction of MyCard App

If you have used BEA UK MyCard App for your Debit Card payments, how satisfied are you
with the card and the app in each of the following areas? (Please leave the answer blank if
not applicable.)

N EIRAEFBEA UK MyCard App FERFEXlLASREN ZERET RO, S E S nEERERNE T

B HERYZRIRE?

Totally
agree
FERE

Agree
EE

Neither
agree nor
disagree

YA

Disagree

RS

Totally
disagree

IFEFEE

Don’t
know/Not
Applicable
N IEE
NEA

Easy to use and navigate
BBRFRIE

[]

[

[

[]

Effectively supports my debit card
payments

BEIELMEC RETH

Convenient and secure when making
payments

R ERESE

Easy to reach hotline staff during
business hours for support

A EEE S ERERG AR
K&

O OO

O OO

L]
L]
L]

O OO

L]
L]
L]

OO

New MyCard App features would you like us to add:
ETHEATIEINK MyCard App IH8E:

Mobile App (BEA UK App)

Q11

Satisfaction of Mobile App (BEA UK App)

QLS e

If you have used our Mobile App recently (BEA UK App), how satisfied are you with the app
in each of the following areas? (Please leave the answer blank if not applicable.)
NS EIFAHEFBEA UK App SFimEfERiE, AREE ZmERETE MRS ENRERER? (AEHA,

Totally
agree
EERR

Agree
EE

Neither
agree nor
disagree

YA

Disagree

RS

Totally
disagree

FEFEE

Don’t
know/Not
Applicable
ArnEE
ANER

Easy to use and navigate
BBRERIE

[

[

[]

[

[

Quick to process my instruction/

transaction
RRERIRRAVER/ RS

]

]

]

]

Provides adequate features for my
banking needs

RALESIRISRITIRFSINRE

L]

L]
L]

New BEA UK App features would you like us to add:
[ TAREATIBINAY BEA UK App Thge:




Q12 Net Promoter Score

Based on your recent experience at BEAUK, how likely would you recommend BEAUK to a
family member, friend or a colleague?

10 represents very likely, 0 represents not likely at all.

AL MERRE IR TRESTIREAIER, SREEEnEBRARESHEERME? 10T FER
B, 0pAFIFETER.

Very Likely Neutral Not likely at all
FEREE LAV IFEAFER
1 O O O O O O L O O
10 9 8 7 6 5 4 3 2 1

Q12a Net Promoter Score Comments

If you would recommend BEAUK to others, would you like to tell us the reason(s) or
share with us any good experience at BEAUK?

RERE: MIEESHEERPIEEMA, BMATEBRE. SEEREEMS=EERMnEREREN
— LR B A EE?

Thank you for your feedback above. Can you tell us any areas you would like us to
improve to enhance your experience?

AR SHTHER. FREREAEMETEILUNE, SEiEERERMIREE?

Q12b Suggestion for Improvement

Lastly, are there any areas overall you would like us to improve to enhance your
experience?

iR, SRR TRE D TRIBERS ARG, BRARMELETLINE, SEsEEnsHfnReEsTE?

Thank you for completing this survey. We truly value the information you have provided.

R RIRE. R FRERGRHNEERR.

Please return this form by sending it to info@hkbea.co.uk, or drop in to the Suggestion Box in the Branch. Thank you!

oIS EIEE info@hkbea.co.uk BREIEIRADITAERBRISRINERALUEARNTREIE, HiE5!
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