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Executive Summary (English)

This study examines cases in which domestic and foreign financial institutions and other related
institutions have responded to solve the difficulties and problems experienced by senior customers who
have become financially vulnerable due to difficulties in adapting to digital technology in the digital
financial society. The purpose of this study is to suggest a direction for financial institutions to move
forward for senior customers.

As a result of confirming the problems experienced by senior customers due to the acceleration of
digital finance, In the case of senior customers, the percentage of PCs or smart devices is low, It was found
that the level of using digital financial services was relatively low because they did not have the ability to
use devices , and due to the low use rate of digital financial services by senior customers, financial alienation
inevitably occurred. Although the level of digital information utilization of the elderly is gradually
improving, The level of digital informatization utilization of senior customers is the disabled or low-income
class classified as information vulnerable, Compared to farmers and fishermen, the level of digital
information utilization was low, and the financial alienation of senior customers was very serious.

Accordingly , domestic financial institutions have established exclusive counters for senior
customers in order to reduce the financial alienation of senior customers . We have established a call center
dedicated to senior customers. Efforts were being made to implement digital financial education targeting
senior customers. also, In the case of overseas, standards are established to promote convenience for senior
customers to use digital finance through international organizations , Each country implemented a system
to protect or support senior customers.

on the above, the response measures of domestic financial institutions and the contents of overseas
cases, as well as the characteristics of senior customers and the contents confirmed through previous studies,
In the digital financial society, the following is suggested as a direction for financial institutions to move
forward for senior customers.

First, it was proposed to expand financial education targeting senior customers. Specifically, it was
proposed that the Federation of Financial Institutions and the Federation of Elderly Related Organizations
come together to develop an education program suitable for senior customers, rather than trying to develop
and implement education individually by financial institutions. It was suggested that the government and
other related organizations actively carry out promotional activities that can induce senior customers to
actively participate in digital financial education.

Second, it suggested developing an app suitable for senior customers. In developing the app, based
on the contents of previous research and the consideration of the characteristics of senior customers, High
brightness so that senior customers can easily recognize, Highly saturated colors were used. The typeface
is thick and large , and as it has a characteristic of deteriorating memory, it is possible to start a transaction
through fingerprint authentication rather than a password or pattern. The menu is composed of only the
services that senior customers mainly want without unnecessary menus. It was suggested to provide videos
that can explain each service in detail.
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