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Background
The online banking in Malaysia just 9 years old.

Now experiencing rapid adoption. 

80% of people who go online in Malaysia do so to 
perform some form of online banking. 

balance inquiries,

fund transfers

bill payments

As broadband and internet penetration in the country 

grows, so will online banking.



Motivation
Maybank recognized that real revenue could be made 
to support a business case. 

Maybank takes online bill payment seriously today 
and it contributes significantly to our fee based 
income. 

As the news got out and other banks discovered this 
potential, more players got involved. 

That's when we started looking at EBPP to protect 
our turf.



Case Study: 

Source:  CRM Buyer, “Bank Sweetens Paying Bills Online”, February 

20th, 2006; CRM Today, November 22nd, 2005; BAI, “Not so sticky?”, 

February, 2004

Bank of America performed several studies that determined that online banking customers 

are more profitable than other customers, and exhibit reduced attrition with EBPP use
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Increases in Bank of America Balances and 

Accounts if Customer Uses Online Banking, 2005  While online banking itself costs Bank 

of America money, customers who use 

online banking are more profitable 

overall:

– Significantly increased loan 

balances

– Increased number of loans, deposit 

balances, and number of deposit 

accounts

 Bank of America also determined that 

online banking reduced customer 

attrition:

– Use of EBPP was correlated to 

additional decreases in attrition



Web Channel-Bills



The Future
The internet alone isn't enough to ensure 
customer profitability. Other channels such:

ATM

Mobile Phone

Call center

We believe the EBPP potential can be 
significant.



Ebills Anywhere
Delivered to All Channels
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ATM Payment System 
SAMA/SADAD Saudi Arabia

July 2008 New York 
United Nations Public 
Service Award

The Best 
Governmental Project
in the “Service 
Improvement” category 
for West Asia region.



Siam Commercial Bank
Alert and Pay…

Poll by  ASIA MONEY 
Magazine Ranked 
SCB #1 in:

The Best for Internet 
Banking Services

The Banker 
Technology Awards

Commended in the 
Innovation in New Service 

Channels category 

http://www.youtube.com/watch?v=Jih5-jI3WRQ


The Future?

“Blogging and social-

network sites such as 
Facebook and Twitter 
are now the fourth-
most popular online 
activities, eclipsing e-
mail and growing twice 
as fast as any other 
category…”

Nielsen Online March 2009



Questions?

ahmadshareza@maybank.com.my

+60 (03) 2074 7356

jdisbastiano@ebpsource.com

+15194749759
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