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Investors’ confidence towards the Hong Kong market rebounds since March 2009.

The J.P.Morgan HK Investor Confidence Index score is derived from 6 questions to clarify the 
confidence of investors about (Q1) the HK stock market performance, (Q2) the HK economic 
environment, (Q3) the HK market environment and atmosphere, (Q4) the Global economic 
environment, (Q5) the possibility of personal asset appreciation, and (Q6) the possibility of 
investment amount increasing.  The overall JPMICI index is the average score of the 6 dimensions
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The low risks investment products such as stocks, life and savings insurance an 
foreign currencies are the most popular.

Other mentions of less than 3% are not shown 
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Base: Males/ females aged 25-54 who currently have investments (n=317) 

Stocks

Life and savings insurance

Foreign currencies

Funds (Excluding MPF)

Time deposits

Personal retirement plan (not provided 
by employer)

Unit link products

Gold

Bonds

Warrants

Equity-linked deposit products

Other structured products

Among the Mass

90

71

71

50

63

30

24

23

25

11

11

10

Among the 
Affluent

%
(n=112)

Investment products currently own

Average number of investment products held: 3.6 4.9
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Base: Males/ females aged 25-54 who currently have investments 
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Much more confident

Slightly more confident
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Much/ slightly less 
confident 21

36Much/ slightly more 
confident

Much less confident

The changes in bank policy has had positive effects on consumer confidence 
with investing at a retail bank

/ƻƳǇŀǊƛǎƻƴ ƻŦ ƛƴǾŜǎǘƻǊǎΩ ŎƻƴŦƛŘŜƴŎŜ ǿƛǘƘ ǊŜǘŀƛƭ ōŀƴƪǎ ŦǊƻƳ ǘƘŜ ǇŜǊƛƻŘ ŘǳǊƛƴƎ ǘƘŜ ŦƛƴŀƴŎƛŀƭ ǘǎǳƴŀƳƛ ǘƻ ŎǳǊǊŜƴǘ

38

19

%
(n=112)

Among the 
Affluent

Among the Mass
%

(n=317)

Slightly less confident
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Base: Males/ females aged 25-54 who currently have investments

The changes in bank policy has had positive effects on consumer confidence 
with investing at a retail bank

/ƻƳǇŀǊƛǎƻƴ ƻŦ ƛƴǾŜǎǘƻǊǎΩ ŎƻƴŦƛŘŜƴŎŜ ǿƛǘƘ ǊŜǘŀƛƭ ōŀƴƪǎ ŦǊƻƳ ǘƘŜ ǇŜǊƛƻŘ ŘǳǊƛƴƎ ǘƘŜ ŦƛƴŀƴŎƛŀƭ ǘǎǳƴŀƳƛ ǘƻ ŎǳǊǊŜƴǘ

Those have higher confidence to invest with 
retail banks said....

- ά{ƛƴŎŜ stricter regulations on the investment 

guidelines have been put on retail banks after the 

[ŜƘƳŀƴ .ǊƻǘƘŜǊǎΩ ƛƴŎƛŘŜƴǘΣ Ƴȅ ŎƻƴŦƛŘŜƴŎŜ ŦƻǊ 

ǊŜǘŀƛƭ ōŀƴƪǎ Ƙŀǎ ǊŜōƻǳƴŘŜŘέ

- ά¢ƘŜ retail banks are more disciplined now.  I feel 

stricter guidelines and training have been given to 

ǘƘŜ ŦǊƻƴǘƭƛƴŜ ǎǘŀŦŦέ

- άL ōŜƭƛŜǾŜ ǘƘŜ ōŀƴƪǎ ǿƛƭƭ ōŜ ƳƻǊŜ ǎŜƭŦ-disciplined 

after the Government regulationsέ
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Base: Males/ females aged 25-54 who currently have investments 

Some still remain skeptical about investing with retail banks

/ƻƳǇŀǊƛǎƻƴ ƻŦ ƛƴǾŜǎǘƻǊǎΩ ŎƻƴŦƛŘŜƴŎŜ ǿƛǘƘ ǊŜǘŀƛƭ ōŀƴƪǎ ŦǊƻƳ ǘƘŜ ǇŜǊƛƻŘ ŘǳǊƛƴƎ ǘƘŜ ŦƛƴŀƴŎƛŀƭ ǘǎǳƴŀƳƛ ǘƻ ŎǳǊǊŜƴǘ

Those have lower confidence to invest with retail 
banks said....

- ά¢ƘŜ [ŜƘƳŀƴ .ǊƻǘƘŜǊǎ ƛƴŎƛŘŜƴǘ ǊŜŦƭŜŎǘŜŘ ǘƘŀǘ the 
retail banks were not alerted of the potential 
risks/ unfamiliar with the investment productsέ

- άtŀǎǘproduct selling approaches has made me 
ƭƻǎǘ ŀƭƭ ŎƻƴŦƛŘŜƴŎŜ ƛƴ ǘƘŜ ǊŜǘŀƛƭ ōŀƴƪǎέ

- ά¢ƘŜ staff is not professional or knowledgeable.
¢ƘŜȅ Ƨǳǎǘ ŦƻŎǳǎ ƻƴ ǘƘŜƛǊ ōƻƴǳǎΣ ŀƴŘ ŘƛŘƴΩǘ ƎƛǾŜ ƳŜ 
ŎƭŜŀǊ ŜȄǇƭŀƴŀǘƛƻƴǎ ƻŦ ǿƘŀǘ L ǿŀǎ ōǳȅƛƴƎΦέ

- άL worry that similar ώ[ŜƘƳŀƴ .ǊƻǘƘŜǊǎΩ ƛƴŎƛŘŜƴǘϐ 
will happen againέ

- ά¢ƘŜ ǇǊŜǾƛƻǳǎ Lehman Brothers disputes have not 
yet completely settled.  Some banks are not 
ǿƛƭƭƛƴƎ ǘƻ ŀŘƳƛǘ ǘƘŜƛǊ Ŧŀǳƭǘέ
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Most people continue to trust their primary bank, however staff credibility 
remains a concern for those who invest less frequently with retail banks

Base: Males/ females aged 25-54 who currently have investments (n=317) 

Much more often

Slightly more often

Slightly less often

Much/ slightly less 
often

15

25Much/ slightly more 
often

Much less often

Investing with 
retail bank ...

Frequency of investing with retail banks (relative to the usage of other financial institutions)

5 8

13 7

60 60

18 20

4
5

More or less the same

%
(n=112)

Among the 
Affluent

Among the Mass
%

(n=317)

22

18
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%

About the staff 77
Less professional services 67

The retail bank staff is less knowledgeableabout
the products vs. other financial institutions 46

The retail bank staff fails to give me reliable/
unbiased advices 44

The retail bank staff do not have any follow-up
with me after I purchased the products 32

Not detailed explanation given 37
The retail bank staff use too many investment
jargonsǿƘƛŎƘ L  ŘƻƴΩǘ ǳƴŘŜǊǎǘŀƴŘ26

The retail bank staff do not give detailed
product explanationto me 21

I am not confident with the retail banks due
to some bad experience/ news/ incidents 47

The retail banks do not offer a specialized product
to fit my personal needs 32

Base: The mass samples who invest with retail banks less
often (n=57)

Most people continue to trust their primary bank, however staff credibility 
remains a concern for those who invest less frequently with retail banks

Base: Males/ females aged 25-54 who currently have investments (n=317) 

Much more often

Slightly more often

Slightly less often

Much/ slightly less 
often

15

25Much/ slightly more 
often

Much less often

Investing with 
retail bank ...

Among those who invest with retail banks less often

Frequency of investing with retail banks (relative to the usage of other financial institutions)

5 8

13 7

60 60

18 20

4
5

More or less the same

%
(n=112)

Among the 
Affluent

Among the Mass
%

(n=317)

22

18
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One-fourth of the mass are not aware of any of the new measures at the 
retail banks, despite that the affluent are more knowledgeable

Base: Males/ females aged 25-54 who currently have investments (n=317) 

%

42

41

31

22

19

9

25

άIŜŀƭǘƘ ǿŀǊƴƛƴƎǎϦattached to retail 
structured products with embedded 

derivatives or retail derivatives products 
generally

Physical segregation of the investment 
unit at the retail branch

Audio-recording of the sales procedures

Evidence showing the staff explained 
the product details/ risks of investment

None of the above

Mystery shopping check

55

61

45

39

35

15

10

Among the 
Affluent

%
(n=102)Among the mass

Aided awareness of different new measures at retail banks

The assessment of a customer's risk 
profile separated from the sales process

and be carried out by non-sales staff
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Recent changes introduced by the banks are a good initial step to address 
customers concerns

Audio-recording of the sales procedures

Base: Males/ females aged 25-54 who currently have investments (n=317) 

%

Evidence showing the staff explained the product 
details/ risks of investment

The assessment of a customer's risk profile 
separated from the sales process and be carried 

out by non-sales staff

“Health warnings" attached to retail structured 
products with embedded derivatives or retail 

derivatives products generally

Physical segregation of the investment 
unit at the retail branch

Mystery shopping check

The retail banks to conduct more market research to 
understand the customers’ needs and expectation

31

63

50

38

40

42

54

Perceived usefulness of different new measures 
(Top 3 scores out of a 7-point-scale)

Among the Mass

56

54

47

43

43

32

43

Among the 
Affluent

%
(n=102)
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44% of respondents have not visited any retail banks with physically 
segregated unit

Incidence of visiting any retail banks with physically segregated unit

Base: Males/ females aged 25-54 who currently have investments (n=317) 

Yes
56%

1-2 times
42%

3-4 times
12%

5 times 
or above

2%

Among the mass
%

None
44%
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The physical segregation is effective in raising the customers’ confidence for retail 
banks though it should be more widely promoted to raise the customers’ awareness

Base: Males/ females aged 25-54 who currently have investments (n=317) 

Opinions towards the physically segregation measure at retail bank

17 19 21 25 27 27

46 42 43 41 43 39

32 34 32 26 24 26

5563 3 2
3 32122

Totally agree

Somewhat agree

Totally/ Somewhat disagree
5 5 3 9 7 8

Somewhat disagree
Totally disagree

Mean 4.0 4.0 4.0 3.8 3.8 3.8

Totally/ Somewhat agree
78 76 75 67 66 65

(Among those who visited banks with physically segregated units)
Totally/ Somewhat agree

79 79 83 75 65 69

The staff Increases
Can ensure provide my likelihood

the sales more detailed Much to go to
Enhanced the attained one-on-one enhanced the retail banks for Enhanced my

professionalism specific analysis/ protection consultation/ confidence
of the professional assessment on the making to invest with

services banks qualifications to me investors investment retail banks
% % % % % %

Neither agree nor disagree
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It is extremely important, especially to the affluent, that retail bank staff fully 
understand their investment goals and objectives

The retail bank staff should explain more clearly 
about the risks for buying the products

Base: Males/ females aged 25-54 who currently have investments (n=317) 

%

Stricter regulations/ guidelines on retail banks in 
selling the investment products

The retail bank staff should explain more clearly 
to me about the product features

The retail bank staff should fully understand the 
level of risks that I can bear

The retail banks to provide more training to the staff

The retail bank staff should fully understand my 
investment goals/ objectives

Top 6 important measures to re-ōǳƛƭŘ ǘƘŜ ŎǳǎǘƻƳŜǊǎΩ 
confidence for retail banks at STAFF LEVEL

83

83

82

82

80

80

90

95

88

89

85

92

Among the 
Affluent

%
(n=102)
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It is extremely important, especially to the affluent, that retail bank staff fully 
understand their investment goals and objectives

The retail bank staff should explain more clearly 
about the risks for buying the products

Base: Males/ females aged 25-54 who currently have investments (n=317) 

%

Stricter regulations/ guidelines on retail banks in 
selling the investment products

The retail bank staff should explain more clearly 
to me about the product features

The retail bank staff should fully understand the 
level of risks that I can bear

The retail banks to provide more training to the staff

The retail bank staff should fully understand my 
investment goals/ objectives

83

83

82

82

80

80

90

95

88

89

85

92

Among the 
Affluent

%
(n=102)

Types of training recommended:

- Professional ethics
- Product knowledge
- Risk assessment
- Selling rules
- Risk management

Top 6 important measures to re-ōǳƛƭŘ ǘƘŜ ŎǳǎǘƻƳŜǊǎΩ 
confidence for retail banks at STAFF LEVEL
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Suggestions to the bankers

V Procedural

– Allow a cooling-off period for sales of investment products

– Give clearer/ more detailed explanation on the products/ risk of investing in 
the products

V Professionalism/ qualification/ certification:

– All sales staff should fulfill specific qualification before they are entitled to 
sell the investment products

V Post sales services/ communication on risk:

– Regularly update customers the potential risks they are facing (based on the 
latest market situation) after the customers buy the investment products

– Contact the customers proactively for any sudden changes in the market 
that would increase the risks of the investors

V Education on both the investors and retail bank staff:

– To provide more seminars to educate the investors

– To provide more training to the staff (on both job knowledge and ethics)


