
 

 

 

 

 

 

 
 

 

      

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

e-commerce Matters - 1 

Welcome to e-commerce matters a 
summary and commentary on recent 
events in the financial services e-
commerce world. 

The use of e-commerce continues to 
expand.  Indeed in the latest Focus 
Quotient1 it is now estimate 36% of 
new business applications are 
transacted electronically.  This has 
come a long way in the five years of 
the quotient. 

As e-commerce becomes more 
accepted, the debate is moving on 
from should we use e-commerce to 
how do use it most effectively.  More 
focus is given to topics such as 
usability of systems and the breadth 
of functionality the systems can 
support. 

As the market has matured, the 
choice of quality suppliers has become 
more and more plentiful.  Choosing 
the right one however has become 
harder and harder. 

Welcome 

 
In this edition of e-commerce matters 
we explore both the usability aspects 
of e-commerce solutions and the 
practicalities of choosing the right 
supplier 

The AT8 team has worked in the space 
for more years than we care to admit 
and should any readers wish to 
discuss informally any issues they are 
facing in their e-commerce 
programmes than we would be 
delighted to arrange a meeting to 
discuss their current issues and 
concerns. 

òAs the market has matured, the choice of quality suppliers has 

become more and more plentiful.  Choosing the right one however 

has become harder and harder.ó  

 

In this edition:  

 
Å The POS market keeps 

growing  

 

Å Making POS usable  

 

Å Build or Buy?  

 

 Front office vs Back office  
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1
 The Focus Quotient 2006 ς Focus Solutions plc 



      

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What is even more interesting is 
both CIS and HSBC had originally 
announced contracts with 
alternative suppliers not that long 
ago. Indeed it was only in 2006 
that Finantix announced it had 
delivered the first phase of the 
HSBC deal and yet Focus are 
already onto their second delivery 
there.  

This fast turnaround of deals 
shows that wrong decisions can be 
costly but equally it shows that 
companies that recognise they 
have made a mistake and that 
have the courage to change their 
strategy can still turn things 
around and bring new solutions to 
market quickly.  

The POS market keeps growing 

 

 

Distribution Technology and Focus 
Solutions have both announced 
recently new contracts with CIS 
and HSBC respectively to develop 
the next phases of the Point of sale 
technology for these major 
distributors. 

These deals bring in to view the 
incredible volume of new point of 
sale projects going on currently in 
the industry at the moment. Five 
years ago it use to be considered a 
busy year if half a dozen point of 
sale systems were purchased 
across an industry that had far 
more distributors than exist today 
yet today that number is dwarfed. 

But the stress and cost of getting it wrong is huge so 
those in the market for new POS systems take care 
in procurement process: 

 
ω  Keep the Procurement Schedules tight ς you can 
do this in weeks not months 
ω   Understand the business requirements 
ω   Brief suppliers well and keep open dialogue 
ω   Use the expertise on the market, such as AT8, to 
guide you to a shortlist ς despite the external spend 
it cuts time and expense 
ω   Understand the positioning of the different 
Vendors ς who can partner with whom ς rarely can 
one vendor can meet all your POS requirements 
ω   Ask for and understand the detail of the 
proposed costs ς this is key to avoiding nasty 
surprises later on and key to successful negotiations 
(again industry experts such as AT8 can help here) 
ω   Reference carefully and deeply!  

When you are ready to make the deal ς be hard but 
fair.  If the deal is bad for the supplier, ultimately it 
will be bad for you.  The best deals made are 
win/win partnerships with both parties enthused 
and motivated for the success of the project. 
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Making POS usable 

I have noticed over the years how the adoption of Financial Services POS systems 
has varied so much from company to company. The reasons are many including the 
business model, the product range being sold, the culture and demographics of the 
sales force, the functionality of the solution, through to poor usability design. 

This later issue of usability design has received relatively little attention from the 
traditional vendors. Yet with relatively little cost this can yield significant results 
and with dramatic ROI. 

Web design has focused on these areas improving usability through basic techniques 
such as enhanced navigation and by utilising more adventurous design tools such as 
Fisheye Menus, Slider Based Filtering and Treemaps to simplify user interfaces. 
Indeed usability experts will discuss the benefits where complex business processes 
exist of embedding these techniques and moving from a multipage web site to a 
single page site which contains all the information needed but where information is 
hidden when not required. Few processes are more complex than Financial services 
sales ς so why has our market been so slow to adopt these techniques? 

There are plenty of usability experts out there and as an industry we should use 
them more ς ŀƴŘ ŘƻƴΩǘ ǊŜǎǘǊƛŎǘ ǳǎŀōƛƭƛǘȅ ǘƻ ǿŜō ǎƛǘŜǎ - most systems can benefit 
from improved usability. I would recommend people start to use these companies 
for two key services expert reviews and for usability testing.  

Expert reviews are the quickest and cheapest way to kick start a usability 
programme and involve a domain expert commenting on the site and addressing the 
text book type usability issues. Output from such a review can be quick with clear 
recommendations for usability enhancements that can have a quick impact on usage 
of any systems. However you are reliant on the quality of a single expert and may 
miss out on some of the more emotional usability issues. I have worked with bit10 in 
this area (www.bit10.com) and would recommend anyone considering work here 
arrange a meeting with the bit10 team. 

Usability testing is when you get a panel of real users to sit and use a system, 
watched by the experts. This will reveal more of the issues that relate directly and 
potentially uniquely to that user group ( this could be emotional or cultural issues 
that experts may not pick up on). 

There is of course a degree of overlap between the 2 reviews (indeed Fu and 
Salvendy believe this to be about 41%), but getting a full picture of the usability of 
any system is key and therefore I recommend undertaking both anywhere volume 
usage will deliver a substantial cost benefit and I will re- emphasise this goes 
beyond websites and includes solutions such as POS systems. 
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