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Abstract

The purpose of this research is to investigate the impact of the digital
Bank 3.0 on sales and service model in financial insurance industry. The
senior operators engaged in financial insurance industry have been studied
how the digital Bank 3.0 influences their behavior in the process of the
two-way oral communication with the method of semi structured interview in
the in-depth interview

Nowadays, the rapid development of science and technology brings
about the effect of disruptive innovation on various industries. In addition, the
changes of consumer behavior and habits also transfer the mode of wealth
management with network and consultation instead of the traditional
insurance sales service, which is a new challenge to the financial and
insurance industry. Therefore, the HKMA has implemented the digital Bank
3.0 based on the concept of the bank 3.0 by BrettKing (2010), including the
electronic commerce strategy. However, how will the digital Bank 3.0
influences on the sales and service model? Would it make any change in
marketing channel or take effect on insurance products? Furthermore, would
it reform the traditional sales mode and cstomer service requires to promote
the innovation of the financial service?

As a result, BrettKing (2010) mentioned in Bank 3.0: Why Banking Is

il



No Longer Somewhere You Go but Something You Do? It is a new business
modal giving the customers the right to choose the financial products, based
on the groups and its habits in the future, the changes of the financial
demands, the financial generation and transfer costs reduction, the simplified

financial transactions, and different risk management models.

Keywords : Bank 3.0, Financial and Insurance Sales, Service Model,

Financial Services Innovation
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