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ABSTRACT
Our project was to build a training cum learning resource platform that could educate
seniors, who have DBS/POSB, UOB and OCBC bank accounts, to make e-payments
using the mobile App “PayNow”, which is an electronic fund transfer Apps for 9
participating banks (i.e. POSB/DBS, OCBC, UOB, Maybank, Standard Chartered
Bank, Citibank, ICBC, Bank of China and HSBC) that allows a person to transfer SGD
funds instantly to a payee’s bank account, using his/her designated mobile number or
NRIC/FIN number. The usefulness and convenience of using such mobile Apps are
obvious. However, the rapid advancement in mobile technology in recent years has
led to many seniors being unable to cope with the pace of such technology. Our project
sought to reach out to those seniors, who are either ignorant and or fearful of using epayments, to convince and teach them to use e-payments including the QR code scan.
We have developed training slides, instructional videos and information booklets on
how to learn e-payments as teaching materials in both Chinese and English. A pilot
test was conducted to gauge the effectiveness of the materials, which were amended
and refined after gathering feedback from the pilot test. Subsequently, an actual rollout
was done, and the seniors who attended the classes were given the relevant data to
access the training materials posted on public websites should they need to refresh
themselves.

1

INTRODUCTION

1.1

Rationale

The increasing reliance on mobile Apps to make transactions in our daily lives requires
us to keep up with the latest technological trends that directly affect our lives e.g. the
use of mobile e-payments.
While most seniors in Singapore have a mobile phone, their level of acceptance of epayment is very low. Hence, our goal was to develop a training package to teach them
the use of “PayNow”, being the most useful e-payment Apps in Singapore as all major
banks in Singapore are linked to it. We found there was only one organization in
Singapore teaching people the use of e-payments, but there were many inadequacies
in the classes it conducts.
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1.2

Objectives

We wanted to render a service to those seniors who need help to learn about the use
of e-payments, by creating materials with visuals and instructions that were easy to
understand and learn, by going out to the community to teach them and by making the
materials available to them online.
As the training materials are self-contained and user-friendly, anyone who needs to
conduct such training can just pick up the resource package and execute the plan.
This ensures that after this project is completed, the resource package can still be
relevant and useful.

1.3

Target Audience

We targeted senior citizens who were above 50 years old, owned a smartphone and
either UOB, OCBC, and or POSB/DBS internet banking account(s).

1.4

Resources

We created materials with instructions in both English and Mandarin for a training
package that comprised training slides, instructional video and information booklets
that would be posted on Youtube and public websites.

2

REVIEW

After scouring the Straits Times, Channel News Asia, Business Times and other news
online to find out why many seniors were shunning the mobile transactions, we found
many online articles with titles like “Cash is still king in Singapore as reluctant elders
shun mobile phones” and “Singaporeans still reluctant to accept cashless payment”.
The common message in these articles was that a large number of senior
Singaporeans still had not accepted and adopted e-payment mainly because they did
not know how to do it and or were not confident that it was “safe” to do so. There were
limited avenues that would teach them how to make e-payment. The current situation
was users were expected to download the App and learn to use it by experimentation.
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We reviewed e-payment classes being conducted by a government-linked body known
as “Silver Infocomm” and identified the problems in its classes, such as big teacherto-student ratio of 1-to-12, only covered one bank using one language at a time, the
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materials were not available online, QR code use was excluded, and the classes were
held infrequently. Hence, we felt that our project could better address the needs of our
seniors by plugging some of the gaps.

3

METHODOLOGY

3.1

Need Analysis

To verify the acceptance level of e-payments among our seniors, we constructed a
questionnaire and conducted a survey among close family members and relatives who
were at least 55 years old. Our survey confirmed that our seniors had a low level of
awareness of e-payment solutions and they were interested to learn more and use
such solutions.

3.2

Survey Results

We found that of the 38 seniors being surveyed, 86% wanted to learn about e-payment
and that 55% would use it after learning, as shown in the Table below:
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The survey results confirmed the feasibility of the project. We further consulted our
project mentor/teacher, and concluded that resource development on e-payments for
senior citizens who were hesitant to use such e-payments was what we could do to
help a section of our seniors. Our project would align with Mr Lee Hsien Loong’s
exhortation of not leaving the less tech savvy Singaporeans behind.

3.3

Development of Resources
(i)

Training slides

We made the training slides by taking screenshots of the e-payment process
found in the mobile phone Apps of the 3 banks in Singapore i.e. UOB, OCBC
and DBS/POSB; and transferring the screenshots to the PowerPoint in a
computer where we added instructions in both Chinese and English beside the
screenshots for the readers to refer to.
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(ii)

Info booklets

Info booklets were made by printing copies of the screenshots and folding them
into booklets, which were small and convenient to carry around.
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(iii)

Instructional videos

Instructional videos were made by recording each of our voices while going
through the training slides.

3.4

Pilot Test

About 15 of our relatives who are at least 55 years old participated in the pilot test
conducted on 9th June 2019. We divided them into 4 groups according to the
respective bank App they had and used the training slides to run through the epayment process. When they were ready, we proceeded to the hands-on activity. They
attempted to transfer 1 dollar to each other with most of them succeeding. At the end
of the activity, we gave them the info-booklets and asked them to fill up the feedback
forms.
We then collated the feedbacks, and made improvements to our slides and booklets
to ensure the adequacy and completeness of our training materials
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4

OUTCOME & DISCUSSION

We collaborated with a community organisation known as U3rdAge for the rollout on
18th July 2019. Of the 20 registered participants, 18 agreed or strongly agreed that
the lesson package was useful and that they were confident in using the “PayNow”
Apps. The remaining 2 participants disagreed because they did not have an internet
banking account set up prior to the training. The complete lesson package was
uploaded to the U3rdAge Facebook page for anyone who wanted to revise the content
or use it to teach others.
While our training package was generally useful for the participants, we also found
some challenges. Firstly, some of the smart phones were too old and incompatible
with the mobile application. Secondly, the banks would also update their banking
applications regularly so we had to update our materials on a regular basis.
For possible future works, we can explore listing the phone models and operating
system versions that are compatible with “PayNow” Apps. However, this can be a
massive task given the vast number of brands in the market. We can also have a
session to help the participants set up an internet banking account prior to the epayment training
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5

CONCLUSION

This project had been challenging from the start as it covered an area that our team
members were not familiar with as we are still students and did not use e-payments in
our daily lives. Many hours were spent doing research to understand the e-payment
landscape and the resources that were available to our senior citizens to acquire this
new digital skill. Thereafter, we started using the “PayNow” apps with our parent’s
banking accounts to get familiar with the transaction flow before starting to develop
the materials for the package. Through the training sessions that we conducted, we
had gained confidence in our on-stage speaking and communication skills. We learned
about teamwork, the necessity to accommodate and compromise on our differing
opinions and how projects could be managed in a structured manner with many
streams of activities. We built upon one another’s strengths and managed to bring the
project to fruition. Through interacting with the seniors during the pilot test, we
understood their challenges and reservations. This helped us to refine our training
materials to address their needs.
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