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Executive summary

The Baltic retail banking landscape is changing rapidly, and we expect two key trends to
continue influencing the future of the financial sector greatly during the next couple of years.

The first trend is the irreversible commoditization of key retail financial products which
forces banks to refocus from pricing and products to brand/image and superior customer
service.

The second trend is the growing penetration of Internet usage and the ongoing explosion
of Internet banking usage within the Baltic countries.

Combination of these two trends resulted in Internet banking interfaces and public bank
websites starting to play critical roles in ensuring the satisfaction of existing bank customers and
attracting new ones. During the next couple of years, principal competitive battles will be taking
place in the e-channels.

To have a chance of winning those battles, a bank needs a clear understanding of how its
Internet properties compare to those of rival banks at the moment, where it is leading and
where it is lagging behind.

In the 2006 Baltic E-Banking Report, strengths and weaknesses in the e-offerings of every
Latvian, Lithuanian and Estonian bank are analyzed, answering two principal questions:

Where are we today?

Where are our competitors?

E-offerings of every Latvian, Lithuanian and Estonian retail bank have been analyzed and scored
in four principal categories comprising well over 260 criteria, namely:

o - - -

After calculating resulting scores for every bank in each of the above four categories, we
constructed a synthetic model benchmarking every bank'’s ability to leverage the e-channel in
two key areas, namely:

Attracting new clients

Retaining current clients

The resulting scores provide a good high-level view for a top executive and are provided in this
executive summary. For experts involved in the actual planning and implementation of a bank'’s
e-strategy, detailed analysis is provided in the remaining parts of the report.
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Lithuanian banks

Composite Ranking — Lithuania 2006 -
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Overall rankings 2006 in Lithuania

Rank | Rank Attracting Retaining
2006 | 2005 new clients existing clients
1 ) Hansabankas 7,8 7.5 15,3
2| (2 Sampo bankas 7,7 7.4 15,1
3| (3) SEB Vilniaus bankas 7,2 7,0 14,2
4| (9 Ukio bankas 7,4 6,7 14,1
5| (4) Parex bankas 7.1 6,8 13,9
6| (6) Siauliu bankas 6,2 5,9 12,1
7| (5 | DnB NORD 6,2 5,5 11,7
8| (7) Bankas SNORAS 5,8 4,9 10,7
9| (8) [ Nordea 4,5 4,6 9,1
10 | (10) | Medicinos bankas 4,5 3,4 7.9
AVERAGE 6,4 5,9 12,3
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Latvian banks

Composite Ranking — Latvia 2006
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Overall rankings 2006 in Latvia

Attracting | Retaining

Rank| Rank new existing
2006 | 2005 clients clients

1 (1) Hansabanka 9,5 9,4 | 18,9
2| (3) Hipoteku un Zemes banka 7,8 8,0 | 15,8
3| (2) | DnBNORD 7.4 7,6 | 15,0
4| (9) | Aizkraukles banka 71 69| 14,0
5| (5) | Parexbanka 7,0 6,8| 13,8
6 | (7) | Latvijas Krajbanka 6,7 6,8| 13,5
7| (4) | SEB Unibanka 5,8 58| 11,6
8 | (14) | Komercbanka Baltikums 5,8 54| 11,2
9 | (16) | LATEKO banka 5,7 55| 11,2
10 (8) Trasta Komercbanka 5,8 54| 11,2
11 | (15) | Regionala Investiciju banka 5,3 54| 10,7
12| (6) | Nordea 5,2 54| 10,6
13 | (13) | Banka Paritate 4,5 4,2 8,7
14 | (11) | Rietumu banka 4,5 4,2 8,7
15 | (12) | Baltic Trust Bank 4,3 4,2 8,5
16 | (10) | Multibanka 3,7 4,0 7,7
17 | (18) | Latvijas Biznesa banka 3,6 3,6 7.2
18 | (19) | Latvijas Tirdzniecibas banka 2,5 2,3 4,8
19 | (17) | VEF banka 2,2 2,3 4,5
20 | (20) | Ogres Komercbanka 1,0 1.4 2,4
AVERAGE 53 52| 10,5
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Estonian banks

Composite Ranking — Estonia 2006 -
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Overall rankings 2006 in Estonia

Rank | Rank Attracting :)e(;;'i:g‘g
2006 | 2005 new clients .
clients
1] (1) SEB Uhispank 9,0 8,9 17,9
2| (2) | SAMPO 8,1 8,2 16,3
3| (3) Hansapank 8,3 7,9 16,2
4| (4) Krediidipank 4,3 3,5 7.8
5| (7) | Tallinna Aripank 4,1 3,5 7,6
6| (6) Nordea 3,3 3,6 6,9
7| (5 | SBM Pank 1,0 1,0 2,0
AVERAGE 5,4 5,2 10,6
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Conclusions

1. While the picture with customer service responsiveness has improved considerably,
many banks still fail to integrate e-channels into their customer service processes.
Around one half of the banks still routinely fail to answer customer email inquiries,
or are unable to ensure consistent quality.

2. After two years of breakaway dominance in all the three Baltic countries during
2003-2004, Hansapank positions have weakened substantially in Estonia in 2005.
In 2006, Hansapank has strengthened its positions, however, not enough to
overcome competitors - Hansapank finished still 3" in Estonia with SEB Uhispank
and SAMPO at the top.

3. Hansabanka remained a clear leader in Latvia, while in Lithuania the gap between
Hansabankas and its primary competitors has been diminishing further. This year
Hansabankas and SAMPO results were practically identical.

4. Some banks have improved their e-offerings significantly within a year. To name a
few — Ukio bankas in Lithuania, having ranked 4" this year (9" last year);
Aizkraukles and LATEKO banka in Latvia — 4™ and 9", respectively (9" and 16" last
year, respectively).

5. The journey towards no-fee e-banking account opening has come to a close for
Estonian and Lithuanian banks, with none of the banks charging the customers for
opening e-banking accounts. We still expect that similar trend should take over
Latvian banking market over the coming years.

6. While real 24/7 customer service remains only partially available, many banks are
evidently working extended hours, answering customer inquiries in the evening or
even at night. That would have been unthinkable just three or four years ago, and
we applaud the trend.

7. Led by Estonians, all the banks in the Baltics are introducing new financial and non-
financial products and services to their e-banking product portfolios. The process
could be faster, but the direction is right.
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Introduction

1. Introducing The 2006 Baltic E-Banking Report

Make the user happy, and your products will be a success. Why then are so
many products and services so difficult and unpleasant to use? Why are not

we all either happy or successful -- or both?

- Alan Cooper

November 1, 2006
Dear Bank Executive,

E-banking in the Baltics has gained maturity as a concept. From the customer’s viewpoint, in
2000 e-banking was exciting high tech, used by early adopters and technophiles. By 2006, the
glamour is definitely gone - e-banking has turned into a boring utility, rarely remembered by
users except in case of a major failure (think of residential heating and water supply, for
example).

If e-banking has reached maturity, one would expect that e-banking interfaces have been tuned
to a level where online banking becomes a pleasurable experience. Unfortunately, the reality is
different. While PR departments hail the rapidly rising numbers of e-banking customers, clients
choosing to carry out their regular banking tasks online suffer from poor usability, lack of
customer service integration and, in some surprising cases, even absence of certain basic
functions.

If e-banking is so important, if banks are recognizing its role as a future competitive
differentiator, if e-banking adoption results in lower operational costs, why then are so many e-
banking products so difficult and unpleasant to use?

Most e-banking systems today emerge from the development process like a monster emerging
from a bubbling tank. Developers, instead of planning and executing with their users in mind,
end up creating technological solutions over which they ultimately have little control. Like mad
scientists, they fail because they have not imbued their creations with humanity.

What most e-banking systems used by Baltic banks are missing is the design element - and we
are not referring to graphical design here. Rather we borrow a definition from industrial
designer Victor Papanek: design, he says, is the conscious and intuitive effort to impose
meaningful order. When performed using the appropriate methods, design can provide the
missing human connection in e-banking channels.

With that in mind, | am proud to present already the 4th edition of The Baltic E-Banking Report
— an independent annual electronic banking research study, covering all retail banks in all the
three Baltic countries. It is our honour to have some of the banks applied the results of the Baltic
E-Banking Report in practice and improved their internet offerings throughout the year.

The 2006 Baltic E-Banking Report is bigger, deeper and, hopefully, further improved in many
ways.
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This year's report features a whole new section — Mobile Banking, analyzing 240+ new criteria
in WAP, SMS, human-operated phone and automated phone banking subcategories. Multiplied
by the number of researched banks (37), the new 240+ criteria constitute 8880+ new data
points recorded this year.

In TOTAL, The 2006 Baltic E-Banking Report features 500+ distinct criteria - 18 500 (!) data
points recorded. Thus, we believe this year's report will give you an even better view of the
ongoing developments in the Baltic e-banking market.

Same as the year before, The 2006 Baltic E-Banking Report can now be purchased for any
separate Baltic country, thus we expect to spread the results of the report even wider.

Finally, I would like to express my sincere gratitude to all the Baltic banking executives who have
purchased The 2006 Baltic E-Banking Report or our previous researches. | hope that our study
will not only benefit you, as an executive, while benchmarking your bank’s e-offerings to those
of your biggest rivals, but also enable your operations staff to improve your bank’s e-offerings
yet a little bit more. Hopefully, that will bring you more happy customers and more business to
you. Remember: what cannot be measured, cannot be controlled. The 2006 measurements are
here.

Good luck!
Evaldas Tylas

E-Banking Research Supervisor
Metasite Business Solutions

P.S. Should you be willing to directly discuss The 2006 Baltic E-Banking Report results or other
topics related to e-banking and m-banking development in the Baltics, please email me at
evaldas.tylas@metasite.net or call +370 685 32 355.
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2. Goals of the study

With the public bank websites and Internet banking systems having overtaken the regular
customer service branches and in certain cases even the ATMs in popularity, e-channels have
been turned into the next arena for competitive battles.

To have a chance of winning those battles, a bank needs a clear understanding of how its
Internet properties compare to those of rival banks at the moment, where it is leading and
where it is lagging behind.

This is where the Baltic E-Banking Report fits in. In this report, we analyze the strengths and
weaknesses in the e-offerings of every Latvian, Estonian and Lithuanian retail bank, enabling
banks to answer two principal questions:

Where are we today?

Where are our competitors?

The results reflect both the overall state of e-banking in Latvia, Estonia and Lithuania and the
challenges facing each individual retail bank.

As brands and customer experiences are rapidly becoming the principal areas of competition
between retail financial institutions, and the Internet is turning into a primary e-banking channel
for a growing percentage of retail customers, we believe the Baltic E-Banking Report will remain
instrumental for Baltic banks in their efforts to benchmark their current status against their peers
and make well grounded decisions with respect to the further development of their e-channels.

The ability to compare the results of this year’s study with the findings of the previous years will
provide additional value to the banks as analysts will be able not only to make comparisons
between banks but also better understand the progress that has been made during the 12
months since the release of the last year’s report.
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3. What the report offers

The Baltic E-Banking Report analyses the functionality, usability and performance of the public
websites and Internet Banking Systems (IBSs) by every Latvian, Estonian and Lithuanian retail
bank from an external user’s perspective.

It ranks the banks by a wide range of customer-experience related criteria, provides comments
on best-practice examples and pinpoints areas where improvement is clearly needed. Aggregate
rankings and benchmarks are provided both in the executive summary and at the end of the
report.

What this report is NOT:

¢ Not an evaluation of technical platforms
e Not a contest for the best graphical website design
¢ Not an e-banking system security or technical availability test

What this report IS:

Systematic analysis of every bank’s e-offerings from a retail client’s perspective:
e Functionality
e Clarity
e Convenience
e Customer Service Responsiveness

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their
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Methodology

4. Key definitions

A number of expressions, notations and special terms are used throughout this report. To
ensure that every reader interprets the report’s contents as intended by the authors, we have
chosen to provide a short list of definitions for principal keywords below. No claim that the

below definitions are universally correct or better than others is made, as our goal here is to get

to an agreement with our reader on the meanings assigned to certain terms in the context of
this report, facilitating better understanding of the topics discussed.

Electronic banking
E-banking

Internet banking
Online banking
Online Self-Service

Public website

Internet Banking
System (IBS)

History;
Account history

Client
User
Customer

Wire transfer
Money transfer
Payment order

Transaction

All these terms are used interchangeably throughout the report and
refer to provision of banking services through interactive electronic
channels, including the Internet, closed proprietary networks, SMS,
WAP, MMS, IVR or any combination of the above. Both public
websites (see below) and Internet Banking Systems (see below) are
considered part of a bank'’s e-banking offerings in this report.

A website (also referred to as internet homepage in certain sources)
commissioned and owned by the bank, accessible to the general
public without restrictions; offering information on the bank’s
products and services, news, as well as (optionally) interactive tools,
downloadable forms and other documents, etc.

Software used to provide a secure interface between a bank’s
customer and the bank information system, allowing the user to
retrieve information and initiate banking transactions.

A historical list of transactions carried out (or attempted) by the user
during a certain period of time.

A person who is making use of e-banking services provided by a
retail bank.

The procedure of cashless transfer of funds from one account to
another (within the same bank, in two different domestic banks or
in a domestic and a foreign bank).

An operation involving a client's funds and carried out in the
Internet Banking System (e.g. transfers, currency conversions, utility
payments).
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5. General methodology

While developing the methodology for the Baltic E-Banking Report, Metasite has identified and
researched over 260+ distinct criteria characterizing a retail bank’s Internet banking offerings in
four major categories:

o - - -

Building on top of world-class methodologies for usability analysis developed by Change Sciences
Group, Alan Cooper, Jakob Nielsen, Forrester Research, Jim Sterne, as well as Gomez metrics for
analyzing use of e-channels at financial institutions, Metasite has developed a process for
evaluating an entire set of a retail bank’s online offerings based on those 260+ criteria.

Base data analyzed in this report has been gathered during field research and testing sessions
that were carried out in parallel during July-September 2006 in Lithuania, Latvia, and Estonia.
Therefore any developments within the Lithuanian, Latvian, or Estonian Internet banking
landscape that took place after the above mentioned period could not be reflected in the
current report and will be taken into account when preparing the 2007 Baltic E-Banking Report.

The field research and testing were carried out as follows:

Accounts were opened in all the Baltic retail banks by our researchers posing as private general
retail clients and activation of fully functional Internet banking services was requested.

Analysis covered in this report has been carried out entirely from a user’s perspective. To ensure
that a customer-perspective is maintained at all times, no additional data has been gathered
directly from the banks, IBS vendors or third party sources.

Field research was carried out by Lithuanian, Latvian, and Estonian native speakers in their home
countries, thus primarily the native-language versions of every bank’s online offerings were
subjected to our analysis.
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6. Banks covered in the report

The following banks have been covered in the 2006 Baltic E-Banking Report
(listed in alphabetical order):

6.1 Lithuanian banks

1 Bankas SNORAS WWW.SNOras.com
2 DnB NORD www.dnbnord.|t
3 Hansabankas www.hansa.lt

4 Medicinos bankas www.medbank.It
5 Nordea www.nordea.lt
6 Parex bankas www.parex.|t

7 SAMPO bankas WWW.sampo.lt

8  SEB Vilniaus bankas www.seb. It

9  Siauliu bankas www.sh.It

10 Ukio bankas www.ub.It
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6.2 Latvian banks
1 Aizkraukles banka www.ab.lv
2 Baltic Trust Bank www.btb.lv
3  Banka Paritate www.paritate.lv
4 DnB NORD www.dnbnord.lv
5 Hansabanka www.hansabanka.lv
6 Hipoteku un Zemes banka www.hipo.lv
7  Komercbanka Baltikums www.baltikums.lv
8  LATEKO banka www.lateko.lv
9 Latvijas Biznesa banka www.lbb.lv
10 Latvijas Krajbanka www.Ikb.lv
11 Latvijas Tirdzniecibas banka www.|tblv.com
12 Multibanka www.multibanka.lv
13 Nordea www.nordea.lv
14 Ogres Komercbanka www.okb. v
15  Parex banka WWW.parex.lv
16  Regionala investiciju banka www.rib.lv
17 Rietumu banka www.rietumu.lv
18 SEB Unibanka www.seb.lv
19 Trasta Komercbanka www. tkb.lv
20 VEF banka www.vefbank.com

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While
every effort has been made to ensure the correctness of information, Metasite Business Solutions
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6.3 Estonian banks

1 Hansapank www.hansa.ee

2 Krediidipank www.krediidipank.ee
3 Nordea www.nordea.ee

4  SAMPO WWW.Sampo.ee

5 SBM Pank www.sbmbank.ee

6  SEB Uhispank www.seb.ee

7  Tallinna Aripank www.tbb.ee
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7. Banks excluded from the research

7.1 Reasons for exclusion

Since we were seeking to research the range, quality and functionality of online banking services
offered by banks to regular domestic clients, some banks were excluded from the 2006 study
because of one or both of the following reasons:

No internet banking system available at the time of the research.

IB access charge > EUR 20 (demonstrated lack of willingness to serve general retail customers)

The listing of excluded banks along with reasons for exclusion follows.

7.2 Excluded Lithuanian banks

HVB~Bank To open an account for a private customer, the bank
required a minimum deposit of LTL 20,000, indicating a
clear non-retail orientation.

7.3 Excluded Latvian banks

Baltic International Bank To open an account for a private customer, the bank required
a minimum deposit of USD 10,000 plus a recommendation of
an existing client, indicating a clear non-retail orientation.

SAMPO banka The bank did not offer access to an Internet Banking System
at the field research time.

HVB~Bank To open an account for a private customer, the bank required
a minimum deposit of LVL 5,000, indicating a clear non-retail
orientation.

7.4 Excluded Estonian banks

HVB~Bank The bank denied a request to open a bank account for a
private client.
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8. E-Banking Fees

In order to reflect the differences in mindsets and pricing strategies among the Lithuanian,
Latvian and Estonian bank managers, we have chosen to include data on e-banking fees charged
by every bank that has been covered in this year's report.

8.1 Lithuanian banks

Bank Name OPf": r:ng A::;tri?nr:;l M‘;::hly Ckf):Lng t_r:lia-
costs ction fee*
Bankas SNORAS LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
DnB NORD' LTL 5.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
Hansabankas? LTL 0.00 LTL 5.98 LTL 0.00 LTL 0.00 LTL 0.80
Medicinos bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
Nordea LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.70
PAREX bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
SAMPO bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
SEB Vilniaus Bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Siauliu bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Ukio bankas® LTL 0.00 LTL 10.00 LTL 0.00 LTL 0.00 LTL 0.80

* A domestic non-express IBS-initiated inter-bank payment transfer fee

" An account opening fee of 5.00 LTL for usage of Mobile Banking services (“SMS linija”).

2.0.99 LTL per month for “Automatine paslauga” service, plus 4.99 LTL per month for “Bankas telefonu” service.
Both are Mobile Banking services.

3 A monthly fee of 10 LTL for “Informacija telefonu” service is required (a Mobile Banking service).
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8.2 Latvian banks

Bank Name Opening A::;t;?nrl;l S LA tr:\Ssa-
s costs e e ction fee*
Aizkraukles banka LVL 5.00 LVL 0.00 LVL 0.00 LVL 2.50 LVL 0.15
Baltic Trust Bank LVL 1.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Banka Paritate LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
DnB NORD LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Hansabanka LVL 5.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Hipoteku un Zemes banka LVL 1.00 LVL 0.00 LVL 0.00 LVL 1.00 LVL 0.30
Komercbanka Baltikums' LVL 5.00 LVL 10.00 LVL 0.00 LVL 0.00 LVL 0.30
LATEKO Banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
Latvijas Biznesa banka? LVL 1.00 LVL 5.00 LVL 0.00 LVL 0.00 LVLO0.15
Latvijas Krajbanka LVL 3.00 LVL 0.00 LVL 0.10 LVL 0.00 LVL 0.15

Latvijas Tirdzniecibas banka® LVL 1.00 LVL 15.00 LVL 0.00 LVL 0.00 LVL 0.20

Multibanka LVL 5.00 LVL 0.00 LVL 0.00 LVL 5.00 LVL0.30
Nordea LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL0.15
Ogres Komercbanka LVL 0.00 LVL 0.00 LVL 0.60 LVL 0.00 LVL0.25
Parex banka* LVL 1.50 LVL 0.00 LVL 0.00 LVL 0.00 LVL0.20

Regionala Investiciju banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 10.00 LVL 0.20

Rietumu Banka LVL 10.00 LVL 10.00 LVL 4.00 LVL 10.00 LVL 0.15
SEB Unibanka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
Trasta komercbanka® LVL 2.00 LVL 20.00 LVL 0.00 LVL 0.00 LVL 0.25
VEF banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25

' 10.00 LVL is being charged for client’s provision with code calculator “Digi Pass”.

25.00 LVL fee is required to get the “Test Keys" — special software for generating IBS log in codes. IBS transaction
fee is 0.15 LVL for local transfers in lats if sum is less than 50 000 LVL.

35,00 LVL is being charged for Mobile Banking service enabling and 10.00 LVL is charged for IBS log in codes.
4 IBS transaction fee is 0.20 LVL for local transfers in lats if sum is less than 50 000 LVL.

® Trasta Komercbanka charges 20.00 LVL for client’s provision with code calculator “Digi Pass”.
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8.3 Estonian banks

Bank Name Op:ning Adc!itional Monthly | Closing | IBS transaction
ee opening costs fee fee fee*
Hansapank EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 6.00
Eesti Uhispank EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 3.00
Eesti Krediidipank EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 0.00
Nordea EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 0.00
Sampo Pank EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 2.00
SBM Pank EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 0.00
Tallinna Aripank EEK 0.00 EEK 0.00 EEK 0.00 | EEK 0.00 EEK 0.00

* A domestic non-express IBS-initiated interbank payment transfer fee
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9. Subject of the research

9.1 What was researched

The research analyzes e-banking services offered by the banks to individual clients, sometimes
also referred to as residential clients. It covers two principal types of bank online offerings:

e The public website of every analyzed bank.
e The Internet Banking System of every analyzed bank.

Internet
banking
system

Public
website

While a significant portion of the findings in this report perfectly apply to the online services the
banks offer to their business customers or premium VIP private banking clients, presently we do
not aim to provide any evaluations of such offerings.

The following two sections provide typical examples of a bank’s public website interface and an
Internet Banking System interface, respectively.
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9.2 An example of the public website
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10. Explanation of the tests

10.1 The four tests in brief

The research data was gathered by performing field tests in each of the four categories as
depicted in the illustration below.

Screening { ‘ Selection of retail banks ’

Testing { Functionality —
Analysis
Benchmarks

A brief explanation of every category is provided further:

Functionality test aims to evaluate the variety of functions that the banks offer to their
customers online. The test measures banks’ ability to fully serve retail client needs by offering full
range of financial services: banking, securities trading, insurance, pension funds, and leasing
services/information online. The test covers both public websites of the banks and their Internet
Banking Systems.

Clarity test aims to assess how easy it is for the new users of the bank public website and IB
system to find the needed information and directions within the website. The new users were
given certain tasks to complete, and their impressions about the website were recorded and
tabulated.

Convenience test is aimed to determine whether the different Internet Banking Systems are
designed so that it is convenient to perform the most frequently needed actions for an
experienced Internet Banking System user:

Log in> Check account balance - Domestic payment transfer = Log out

Customer Service Responsiveness test measures how quickly each bank reacts to
e-mail questions of present and potential customers, as well as the quality of responses. The test
included a variety of simulated situations.
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10.2 Functionality test

TESting { FunCIionality - - -

Functionality test aims to evaluate the variety of functions that the banks offer to their
customers online. The test covers both public websites of the banks and their Internet Banking
Systems (IBS) testing process

Structure

The criteria used in the functionality test are grouped into 11 subcategories, each representing a
significant functional area. We were seeking to define binary criteria whenever possible so that
yes/no or true/false evaluations could be assigned.

An example:

Category: Functionality
Subcategory: Transactions
Criteria: s it possible to set up automatic periodical payments

Evaluation: Yes

Functionality subcategories

1. Sign-up section 7. Deposits

2. Login section 8. Loans

3. Account information 9. Security measures
4. Transactions 10. Languages

5. Utility payments 11. Extra services

6. Help system

Testing process

The criteria in each subcategory were defined by evaluating the total functionality universe
available from Baltic banks and cross-checking with the functionality available to the customers
of major U.S. retail banks; then extended and modified following the recommendations and
best practices suggested by Gomez. The bank websites and IBSs were then analyzed by
researchers, verifying adherence to each criteria.

Presentation of results

The results of the functionality test are displayed as a percentage of the criteria that a certain
bank meets in every subcategory and overall in the Functionality category.
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Extra Services subcategory

Extra Services subcategory measures banks’ ability to fully serve retail client needs by offering
full range of financial services online.

This subcategory was introduced in order to reflect the changing e-banking customer
expectations. First of all, customers hate wasting their time visiting different physical branches or
different online systems for different financial services. They expect all or at least most of
financial services to be offered online and in one place.

Therefore, the Extra Services subcategory covers the following financial services (products):

Leasing

Driver’s Liability Insurance
KASKO Insurance
Credit/Debit Cards
Securities Trading

Pension Funds

Investment Funds

The following aspects were tested for Extra Services:

Transactional capability for listed financial services (where applicable)
Information completeness of existing agreements
Ability to view/print an existing client agreement

Ability to view/print a generic version of an agreement

In total, more than 40 criteria were tested in Extra Services category, each scoring 1 point, if
fulfilled.
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10.3 Clarity test

festng { FunCtiona”ty - - -

Clarity test aims to assess how easy it is for the new users of a bank’s public website and IBS
to find the needed information and carry out necessary tasks. The test employed a combination
of industry-standard interface usability testing techniques - cognitive walk-through and heuristic
evaluation. The clarity test results for individual banks reflect a subjective evaluation of 50
criteria on the 1..4 scale.

Structure

Clarity subcategories

1. Information organization 4. Text readability
2. Clarity of functional elements 5. Clarity of navigation
3. Clarity of layout

Testing process

Five outside users are assigned to test every individual bank, each of them being asked to follow
an identical procedure. In all the three countries users are screened taking into account their
gender, age, IT proficiency, and their experience in using Internet Banking Systems.

Users are given concise instructions with specific guidelines and tasks. By following these
instructions, each user evaluates both public websites and Internet Banking Systems of five
banks that are presented by a facilitating researcher in a random order. Facilitators maintain
limited interaction with users during the course of the tests.

The users are required to carry out the following tasks:

In the public website In the Internet Banking System

1. Find out how to open a personal account | 5 check the account balance

2. Research the terms of taking out a loan 6. Execute a domestic money transfer
3. Research the terms of placing a deposit 7. Log-out

4. Log-in to the Internet Banking System.

Presentation of the results

Clarity test results incorporate the evaluation of bank’s public website and internet banking
system by the selected parameters. Overall bank’s clarity index is simple average of public
website and Internet Banking System’s clarity indexes.
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Public website clarity index is calculated as a simple average of the following parameters:
e information organization;
e  clarity of public website layout;
e public website text readability;

e  clarity of public website's navigation.

Internet Banking System clarity index is counted as a simple average of the following

parameters:
e clarity of functional elements;
e clarity of internet banking system layout;
e internet banking system text readability;

e  clarity of internet banking system navigation.

The structure of overall clarity index by parameters is depicted in the scheme below:

Overall Clarity
test result

Clarity of
layout

Clarity of
navigation

Clarity of
layout

Clarity of
navigation

Information Text Text Clantly of
o L . functional

organization readability readability
elements

. Clarity of details Presentation Clarity of
Information N .
resentation | | ©" <ore banking of functional core
P products elements IBS functions

Additionally, a brief summary of user feedback about the clarity of each website and the
Internet Banking System is provided where available.

It must be noted that while the other three tests rely on objective and validated data,
the results of the clarity test represent subjective opinions of clarity test participants
and in some cases may differ from average subjective opinions of a statistically valid
(i.e. much larger) user sample.
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10.4 Convenience test

festng { FunCtiona”ty - - -

Convenience test is aimed to determine whether the different Internet Banking Systems are
designed so that it is convenient to perform the most frequently needed actions for an
experienced Internet Banking System user:

Log in> Check account balance = Domestic payment transfer = Log out

Structure

The process in more detail:

Log in The process starting from typing in the Internet Banking System’s
URL to the full display of the default screen of the user’s account
after successful log in.

Check account balance Check the amount of funds available in the user’s account.

Domestic money transfer  Transfer of a set amount of money to an account in another bank
by executing a domestic money transfer.

Log off Full log off from the Internet Banking System.

Testing process

2 Lithuanian, 2 Latvian and 2 Estonian researchers with significant experience in using Internet
Banking Systems were chosen to carry out the convenience tests. In order to ensure the best
quality of the results, each of the participants made four attempts to perform the assigned
tasks, and only the attempt that produced the best results was recorded for further analysis and
benchmarking.

Each step of the performed action (log in, check, transfer, log off) was evaluated according to
the criteria listed below, and then the total result for each bank was calculated:

Convenience test criteria:

Overall time needed for every step } Time
Number of mouse clicks needed
Pages necessary to load

Data entered (number of keystrokes)

Convenience
Effort

AN =
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Presentation of the results

The final result for each bank was calculated by using the following formula:

Convenience = ((clicks + pages + keystrokes) / 3 + time) / 2

where clicks, pages, data, time are relative values (0 to 1) taking the result of best performer in
the category as a denominator, and the result of the current bank as a numerator.

The sequence illustrated

On the next three pages the above described convenience testing sequence is illustrated, making
use of the Hansabanka (Latvia) e-banking system screenshots.
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Open Public Website
BHansabanka
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Log in to IBS
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"Hansabanka", A5

Sapemeéja vards, uzvards vai

[v]

Apmaksa savus
rékinus &rtak:
» Lattelzcom
w LhT
» Tele2
w Latvenergo
» Latvijas gize

konts

Sanemeéja pers. kods/ red. Ni

Summa

—

1+ Piesjamais atlikums

wCiti Informacija sapeéméjam |
| Apstiprinat maksajumu
B Hansabanka Tel. +371 7024555 :: irfof@hanssbanka.ly

Cenradis
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Enter payment details
T'm?l’lvl—l

ENG RUS | Lapaskarte | Iziet
Sakumlapa Parskats Maksajumi Kursi Ligumi Bankas zinojumi
Vieteiie malksajumi BAMNEA = MaksSjumi = Yiet&jie maksajumi palidziba drukat
Starptautiskie Kants | LY84HABADSS 1008083857 ANATOLLIS KRIVKINS v
maksajuni
Mani maksajumi . R - - - -
Definétie maksajumi | -- Izvélieties Jisu sagatavoto definéta maksajumu -- l ]
Yaliitas maina -
D numurs 111 | Datums [15.08.2006 |
Maksajurmu arhivs
Maksajuma veids
Eoretin l ® standarta O Ekspresis
Sapéméja banka  "Parex banka", AS [v]
Apmaksa savus e ——— P —
rékinus ertak: AEME] vards, uzvards vai |Anato|\js Krivkins |
» Lattelecom
w LMT Eméja konts [LYE2PARXON0G 102670001 |
» Tele? .
w Latvenergo Sanemeja pers. kods/red. Nr [250435-10220
Latvijas gaze
: cii Summa LWL :: Piesjamais atlikums 294,25 [ |
Informacija sapémajam [transfer|
Sanémeja valsts | LATVIIA [v]
| Apstiprinat maksajumu |
I
B Hansab) h Z
- an a.net ENG RUS | Lapas karte

Yiet&jie maksajumi

Starptautiskie
maksajumi

Apmaksa savus

» Latwenerogo
» Latvias gaze

Parskats Maksajumi Kursi Pieteikumi Bankas zinojumi

Sakumlapa

Ligumi

BAMKA = Maksijumi = vietjie maksdjumi

Maksajuma apstiprinasanai lidzu ievadiet kodu no kodu kalkulatora vai pirmaes tiis ciparus no noradia
kodu kartes kodal

Mani maksajumi
Yaliitas maina

Dokumernta numurs 111

Maksajumu arhivs
E-rekini

Datums 15.08 2006

Sapaméja vards, uzvards vai

Anatolijs Krivking
nosaukums

fekinusiertak: Sanaméia konts LyAZPARKO0081 02670001
» Lattelecom

» LWT Sanéméja banka "Parex hanka’, AS

» Lele2

Sanéméja pers. kods/red. Nr 250485-10220

palidziba drukat

w Citi 0.80 (RN

Complete the transaction [

!
hanza.net EMG RUS | Lapaskarte | fziet
INVESTORS HANSA PEN! E-PAKAL POIUMI
Sakumlapa Parskats Maksajumi Kursi Ligumi Pieteikumi Bankas zinojumi

vietgiie maksaiumi BANEA = [Maksajumi = YietSjie maksajumi Hrulcat
""""""""" Starptautiskie
EiHansabanks[ JSeste

Mani Dokumernita numurs 111

ani

- q Datums 15.08.2008
Yaliitas maina

Maksajumu arhivs Maksatajs ANATOLIIS KRIWKING

E-rekini Maksataja pers. kods 250485-10220

Apmaksa savus Maksataja konts LVB4HABADSS1008088857

rékinus rtak:

dja banka AS Hansabanka

e Sanémeja vards, uzvards vai
»LMT B J ’ Anatolijs Krivking
» [Els2 nosaukums

» Latvenerao
» Latvias gize
w Cli

Sanéméja banka "Farex banka", A3

Sapémeéja konts LVEZPARKONOE 02670001
Sanemeja pers. kods/! red. NI 250485-10220
Summa 080 LVL
Informacija sapéméjam transfer
Komisijas maksa 0.20

Parvedums ir iesniegts banka

Pievienot definéto maksajumu arhivs |
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10.5 Customer Service Responsiveness test

TeSting { FunCtiona”ty - - -

Customer Service Responsiveness test measures how quickly each bank reacts to e-mail
questions of present and potential customers, as well as the quality of the responses. The test
includes a variety of simulated client situations. The timing of inquiries is also varied: e-mails are
sent during working hours, in the evenings, as well as during the weekend.

Testing process

During the period of three weeks 12 e-mails with different client questions were sent from 12
different users’ accounts to the customer service e-mail addresses specified on the public website
of every bank. To ensure consistency in the simulation, the inquiries were dispatched at the
same time to every bank. Reaction times were tracked and measured in minutes. The time that
it took for a bank to respond was measured round clock, i.e. 24x7. Bank employees were
expected to answer emails outside the usual working hours.

The 12 simulated email inquiries were modelled on real-life bank client requests. A couple of
examples are further provided:

Hello,

My brother wants to transfer money to my account in your bank from abroad.
What does he have to know in addition to my account number?

Cheers, ...

Sir/Madam,

I have a debit-card from your bank which expires in 2 weeks, but won't return from
abroad for two more months. Can you somehow prolong it?

Thanks, ...
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Presentation of the results

All answers to the test emails were registered and scored. First, points were awarded for
reaction speed:

Less than 30 min. 5 points (excellent)

Less than 2 hours 4 points (very good)

Less than 8 hours 3 points (satisfactory)

More than 8 hours 1 point (poor)

Over 1 week 0 points (no-response result, email mishandled)

The quality of the responses was then evaluated according to the following criteria:

e The factual accuracy of the answer was rated from O to 2, where 0 was given for an
email that did not provide an answer to the question, 1 - for an email that partially
answered the question, and 2 - for an email that provided a full answer.

e  For providing contact details in a reply (specifically, the name of the responsible client
service person and telephone number for further inquiries), 1 point was awarded.

e A politely written email with the suitable official expressions and annotations was
rewarded 1 extra point.

e An email with no grammatical mistakes was awarded 1 extra point. Note that replacing
special national characters with their Latin equivalents in certain languages (A,C,E
written as A, C, E) was not counted as a grammatical error.

e In total, a maximum of 5 points for the quality of the answer could be awarded to each
individual reply sent by a bank.

The final responsiveness score for each email message was a sum of the points awarded for
reaction speed and quality, with a maximum of 10 points being awarded. The final
responsiveness result for each bank was a simple average of the scores from 12 emails.
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10.6 Add-on 2006: Mobile banking

Mobile banking test aims to evaluate to which extent banks are accessible through mobile
communication channels. Test covers WAP, SMS, automated and human-operated phone
services.

NOTE: as this area of electronic banking is being tested for the first time, the results of
Mobile banking test are not included in overall composite ranking for 2006.

Structure

Mobile banking subcategories

1. Subscription and service management 3. Information availability
2. Functionality 4. Perceived security

Subscription and Service Management subcategory analyses service accessibility, activation
and deactivation possibilities.

Functionality subcategory evaluates functions that can be executed through mobile
communication channels.

Information subcategory is dedicated to availability of service description, relevant information
and form of presentation.

Security subcategory aims to evaluate a client’s subjectively perceived security measures of
mobile banking communication channels.

Testing process

The four mobile communication channels (WAP, SMS, automated and human-operated phone)
were tested according to the same set of criteria. This comes from the assumption that mobility
can be ensured when means of communication with a bank are substitutes to each other. This
way user is not limited to a particular technology or communication channel, so the access to
the bank can be granted independently from place or availability of particular technology.

Presentation of results

The results of Mobile banking test are displayed as a percentage of the criteria that a certain
bank meets in every subcategory and overall in the Mobile banking category.
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11. Composing the final rankings

While the results of testing criteria in each of the four categories provide valuable insights into
any bank’s e-channel performance, it does not provide a convenient way to evaluate a bank'’s
overall standing among its peers. To make the research more valuable to high level banking
executives, a synthetic model has been constructed, representing every bank’s ability to leverage
the e-channel in two key areas, namely:

e Attracting new clients
e Retaining current clients

By using Delphi methodology, benchmark weights were derived and adjusted to reflect the
averages as follows:

CErRE

3 2

2 3

Responsiveness 2 2
SUM 10 10

The reasoning behind the weights was that some tests were simulating the behaviour of
experienced, old time clients of a bank and others were reflecting the attitudes and needs of
new users (i.e. clients that either had been acquired very recently or were still considering
whether to enter into a relationship with the bank). The model allows calculating an overall
score for any given bank in both areas, and plots both values on a single XY chart (Attracting
potential clients vs. Retaining current clients).
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The results of the tests

12. Functionality

TeSting FunCtiona”ty - - -

12.1 Overall Functionality test results

Lithuanian banks

Overall Functionality test results for Lithuanian banks

AVERAGE 59%
Nordea 145% ] |
Medicinos bankas 49%
Bankas SNORAS 58%
DnB NORD 58%
Siauliu bankas ‘58%
SEB Vilniaus bankas 63%
Ukio bankas 64%
Parex bankas 65%
SAMPO bankas 65%
Hansabankas 66%|

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Latvian banks

Overall Functionality test results for Latvian banks

AVERAGE

Ogres Komercbanka
Latvijas Tirdzniecibas banka
Regionala investiciju banka
VEF banka

Multibanka

Latvijas Biznesa banka
Nordea

Banka Paritate

Komercbanka Baltikums
Aizkraukles banka
Baltic Trust Bank

Trasta komercbanka
Rietumu banka

Latvijas Krajbanka
LATEKO banka

DnB NORD

Hipoteku un Zemes banka
SEB Unibanka

Parex banka

Hansabanka

T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Estonian banks

Overall Functionality test results for Estonian banks

AVERAGE
SBM Pank
Tallinna Aripank

Nordea

Krediidipank

SAMPO

SEB Uhispank

Hansapank
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Higher figures represent better results
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12.2 Sign up

Criteria in the Sign up subcategory reflect the availability of information required by most new
customers: opening of accounts, contacting the bank, getting acquainted with the Internet
Banking System, providing details in payment orders.

Lithuanian banks

Sign Up functionality in Lithuanian banks

AVERAGE
Bankas SNORAS
SAMPO bankas

Hansabankas

DnB NORD

Medicinos bankas

Siauliu bankas

SEB Vilniaus bankas

Nordea

Ukio bankas

Parex bankas

T T T T T

T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

8
o) v
T

2 £ sl 8| .

R

g al % 'S, ~| = 3| c| ©

Sl x| 5| © S| 2| 8 8| <

wl | 2| | | 8| o] £ ©

| Z| ®| 8| o o £ 5| 2| 2

HEEEEEEEEE

S5 2|52 & 3|8 &S5
Filling the account opening form on the Internet o s S U I
An example of the account opening form provided on the Internet N O I
A single telephone number for information FO I I S B e S B I
A single email address for information FO I I S B e S B I
Bank SWIFT code provided in the first page of the website + |+ |+ |+ |+ [+ + ]|+
Addresses of the branches provided on the Internet +l |+ ]+
Working hours of the branches provided on the Internet R I T R BT S BT (o (R
Telephone numbers of the branches provided on the Internet + |+ + |+ |+ S+ |+
Animated or illustrated tutorial of IBS is provided on the public website B B Eo I R I
Printable user manual of the IBS provided - - -+ |+ S+ |+
Demo-user (try out) version provided -+ ] - - + | -] -
Full information about the price of IBS N R
An online form available for writing questions directly from the public website - - + + |+ |+ |+ |+
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Commentary

e The least completed criterion appears to be “filling the account opening information
on the Internet”. None of the banks in Lithuania provide this option. Ukio bankas offers

such form only for corporate clients.

e Only two banks in Lithuania — Hansabankas and SEB Vilniaus bankas — offer their users

a demo-version of their IBS.

e Lithuanian banks seem to provide all possible information about their requisites,
addresses and working hours of branches, contacts, as well as complete price
information about IBS — these criteria are completed by almost all banks.

e Information about IBS is very conveniently located in one place of the newly redesigned
SAMPO public website:

< SAMPO

& b Privatiems klientams

Privatiems klientams [

Paslaugy rodykle
Sprendinai klientui
Sprendimal kllen{pagiaug rodyRe| |

Hualaidy pragrams

Investavimas

;

Kreditai = c =
Basto kraditai

Kreditai vartgjime reilkmams
Kortelas

SAMPO korteles
SAMPO+Novatura kortele -
Kaip uZblokuoti banko kortele?
¥aliuty kursai

Saskarta nokaTima Paslaugu jkainiai

Lizingas
SAMPO banko lizingas

finansy makleriu

Tiestobini=2dlebctas — Uzsisakykite internetu:
Mokeséiy mokejimas SAMPO banko rekvizitai

‘ Bénko kortelés

I

[3] Pasikonsultuokite su SAMPO

[z klauskite SAMPO konsultanto

2]
8]
B
Banko saskaita ir pervedimai [] Aptarnavimo skyriu darbo laikas
B
B

TR Bankai korespondentai | Banko kortzle

|v][ U sisakyti

SAMPO e-bankas
SAMPO SMS bankas

Merandate, ko iefkote? Pasinaudokite svetainés femélapiu

Invastavimo paslaugos
Indéliai
Inwestidinisi fondai

Prisijunkite

= Kaip saugiai naudotis &

= Kalp tapti a-banks vartatoju
= Reikia pagalbos? (D.LLK.]

= E-banko instruktorius
= Pamirdau slaptasodi
= Naudajimosi taisyklés

Geresni bisto ‘

SAMPO e-bankas

ndividualus

] biisto
paskolos

= sprendimas

e Hansabankas has a very interesting cost calculator, where one can calculate his/her
saved costs because of using hanza.net instead of visiting a physical branch:

2] http:/fwww hansa. It - hanza. net skaiCiuokle - Microsoft Internet Explorer

o

Kiek Jis sutaupytumete mokedami per hanza.net?

Kiek saskaity ir kt. mokes&iy per
meénesj sumokate?
{kemunaliniai mokeséiai, telefonas, kabeling TV,
internetas, izingas, draudimas ir pan)
Kiek jums trunka kelioné iki banko? ~ [0min____ [7]
(ar kitos vietas, kur mokate uZ paslaugas)
Kiek uZtrunkate banko padalinyje? [20min. T+]
{kal uzpildote kvitus, sulaukiate savo eilés ir
sumokate)

| Skaitiuoti ‘

Jei turite klausimy ar prireiks
pagalbos - skambinkite mums
tel. (8 ~ 5) 268 44 44.

Nebatina keliauti | banko padalinj, kad sumokétumeéte ar
suZinotumeéte saskaitos likut. Mokédami savo saskaitas
hanza.net, jis sutaupysite ne tik laiko, bet pinigy.

M Hansabankas

&] Done

# Internst
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Latvian banks

Sign Up functionality in Latvian banks

AVERAGE |

‘ 3%

54%
54%
Sa%|

Ogres Komercbanka
Hipoteku un Zemes banka |
Latvijas Biznesa banka |
SEB Unibanka |
Nordea:

62%
62%
62%
62%
62%

Regionala investiciju ban ka:

VEF banka |

DnB NORD |

77%

IR

77%

Latvijas Krajl

Aizkraukles banka |

77%

Baltic Trust Bank:

77%

Trasta komercbanka |

Parex banka |

Latvijas Tirdzniecibas banka:
Komercbanka Baltikums |

Banka Paritate
Rietumu banka
LATEKO banka
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Higher figures represent better results
Detailed testing results
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Filling the account opening form on the Internet ER R I 0 B B N e R B BN I B e I B B B B
An example of the account opening form N R O O I I O N A _
provided on the Internet
A single telephone number for information a0 I SO S I S B B B
A single email address for information a0 I 0 S SO S S S B B B
BankSW_IFTcodeprowded in the first page of cl el e lalalalalalalolalolalal s lalalalsls
the website
Addresses of the branches provided on the clal e lalelalalalalaolelalalalclalalals!s
Internet
Working hours of the branches providedonthe | | | | | o lal oo lalalal sl oo lalslels]-
Internet
Telephone numbers of the branches provided on clal e lalelalelalalaolelalolalelalalels!s
the Internet
Animated olrlllustre.ltedtutonal of IBSis provided | | J R O U U (PR U I R A O I
on the public website
Printable user manual of the IBS provided + |+ |+ + S P I B N B B B B B e
Demo-user (try out) version provided SO I I S 0 I B e (R S AR e B A B B B
Full information about the price of IBS + |+ |+ + S R N B N O R O R O o B
A_nonl|nef0rm ava||apleforwr|t|ngquestlons wl el e lal o lalaolal-talalal ol ol alalalal-ls
directly from the public website
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Commentary

e All Latvian banks, with a couple exceptions, provide their contact details, distinct
information about their branches, as well as prices for the usage of IBS.

e  Most of banks have an on-line form for writing questions directly to the bank on their
public websites.

e The least completed criteria appear to be a possibility to apply for an account from the
public website and an illustrated IBS tutorial option.

e Approximately half of banks have a demo version of their IBS available.

e Trasta Komercbanka has a very useful “How to find us” guide in its public website:

Vecriga em - 100m

Yansu tilks o

hrastmala

palstavigais celvedis

e  Demo-version of IBS in VEF Banka does not work properly. After filling-in a given name
and password, the system displays an error message:

iddre=s | 48] http:ffdeme. vefbank.comfservictjEP EB

Links >

Internal Server Error

The server encountered an internal error or misconfiguration and was unable to complete your request.

the error

More information about this error may be available in the server error log.

Apachesl. 3.33 Server at demo.vefbank.com Port 80

Please contact the server adminstrator, iclb@wefbank com and mform them of the time the error ocourred, and anything you might hawe dene that may have caused

e If one is at “Internetbanka” subsection on the public website of Latvijas Biznesa banka

and wants to go to the first page by using the special icon, the system displays an error
message:

Classic bank.

lﬂﬂ Modern values

RIULIRS BIZAESH BARHA Intemetbanka Privatpersonam

Internetbank info

Not Found

> The requested UEL /nib/null was not found on this server.

Izmantajot Internsthankas sistmu, Apache/i. 3,22 Server at businessbank.lbb.ly Port 443
j0is varat 4tri un erti rikoties ar jis0

konta esaZajiem naudas lidzekliem
tiedi no majam, biroja vai jsbkuras
citas vietas visd pasaulg, kur ir

pisslgqums Intsrneta tklam.

MEs garantsiam jums droZTbu un
pilnigu konfidencialitati,
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Estonian banks

Sign Up functionality in Estonian banks

AVERAGE

SBM Pank

Tallinna Aripank

SAMPO

Nordea

Krediidipank
SEB Uhispank

Hansapank

0% 10% 20% 30% 40% 50%

60% 70%

80% 90%  100%

Detailed testing results

Higher figures represent better results
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Filling the account opening form on the Internet - I

An example of the account opening form provided on the Internet EO I e B

A single telephone number for information R I B I A e S
A single email address for information FO T I T A T
Bank SWIFT code provided in the first page of the website Eo o 2 I S
Addresses of the branches provided on the Internet + |+ [+ |+ |+
Working hours of the branches provided on the Internet E N o
Telephone numbers of the branches provided on the Internet PO S I A I A
Animated or illustrated tutorial of IBS is provided on the public website YN -
Printable user manual of the IBS provided + |+ |+ ]|+ -+
Demo-user (try out) version provided e+ - -
Full information about the price of IBS |+ ]+
An online form available for writing questions directly from the public website R R I
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Commentary

e All banks in Estonia provide complete information about their branch addresses and
working hours, as well as bank’s SWIFT codes and contact information.

e All banks, except SBM Pank, have a printable IBS user manual in their public website.

e  SEB Uhispank and Hansapank — are the only banks in Estonia that offer their users IBS

tutorials with screenshots.

e None of banks offer their clients possibility to fill in an account opening form on their
public websites, as well as none of banks provide an example of account opening form.

e Sampo has a very convenient IBS log in field location on the first page of the public

website:
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e Hansapank has a very useful illustrated IBS tutorial in its public website:

comprehensible;

hanZa.net

nDesign E 6. Settings

M E Thoughts about the Tools menu:

Em o icantiellwhere Help can be found.

Pa!mems :

1 E invoices | What have we changed?

EM i We have removed the Tools menu which was too incomprehensible and complex for our customers. Its.
| Other

# Seitings menu has heen lifted to a separate division in order to make it mare visible;
o Help and FPrint buttons have been left in the same place, but as underlined links which are simpler and mare|

s price listis under hanza.net semvice infarmation

hanZa.net

MULTI USEFUL

| sitemap |
Moble  Insurance [Setfings
L |
Aoreements  ABGIEAEGAS —— Bank messanes
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12.3 Login

Criteria in the Log in subcategory reflect the possibilities of accessing the Internet Banking
System from a bank’s public website, getting help during the log in process, and logging off the
system along with several other items of less significance.

Lithuanian banks

Login functionality in Lithuanian banks
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e All banks in Lithuania seem to provide clear error messages in case incorrect IBS log in
data has been entered, as well as all Lithuanian banks’ IBSs seem to have clear and
always accessible log off button.

e Medicinos bankas is the only bank in Lithuania, which IBS does not provide help
directions in case user has forgotten his/her log in data or password.

e  After entering "QWERTY" as a username, IBSs of DnB NORD and Medicinos bankas
allowed to continue the log in procedure asking to enter PIN codes and passwords.

e Only 2 banks — Ukio bankas and Medicinos bankas — have an IBS log in field on the
first page of their public websites.

€ AB Ukio bankas - Pradzia - Windows Internet Explorer =)<
Lo T [ g bt [w][#2][ = o -
Google [Gi» Go o % v | 1% Bookmarksw | e Sendtow () settingsw
W I@AE (ki bankas - Pradzia ]_\ {5 Home - [ i Bage = () Tools - [ Full Sereen s Encoding -

— ~
@ Tinklalapio femelapis RU EN
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eta ) BANKAS
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Kurioje rankoje laimé&jimas?
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e IBS of Nordea encounters problems displaying national Lithuanian characters:
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Latvian banks

Login functionality in Latvian banks

61%

29%

29%

AVERAGE |

Hipoteku un Zemes banka |
Banka Paritate |

Trasta komercbanka |
Ogres Komercbanka |
Nordea |

SEB Unibanka |
Aizkraukles banka |

43%
43%
43%

57%
57%
57%
57%
57%
57%
57%

Latvijas Tirdzniecibas banka ]

Latvijas Biznesa banka |
Baltic Trust Bank:

Regionala in iciju banka _|
VEF banka _|

LATEKO banka _|

Latvijas K

f banka | %

Multibanka |
Rietumu banka
DnB NORD
Parex banka

Komercbanka Baltikums

0%

10%

20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

Aizkraukles banka

Baltic Trust Bank

Banka Paritate

Hansabanka

LATEKO banka

Latvijas Biznesa banka

Hipoteku un Zemes banka

Latvijas Tirdzniecibas banka

Nordea

(Ogres Komercbanka

Regionala investiciju banka

ISEB Unibanka

[Trasta komercbanka

EF banka

IBS log in field on the first page of the bank
website

+ [Komercbanka Baltikums

+ [DnB NORD

+ |Latvijas Krajbanka

+ |Multibanka

+ [Parex banka

+ [Rietumu banka

Clear error recovery messages, if incorrect data is
entered

+

i

+

+

i

+

i

+

+

+

i

+

i

T

+
+

i

Help directions are given in the error messages

Help directions are given if you forget the password
or log in information

Information about the last log in is provided
(time/date).

User name can be seen on every page of the IBS

Clear and always accessible log off button

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While
every effort has been made to ensure the correctness of information, Metasite Business Solutions
UAB cannot be held responsible for the validity of information provided.




November 2006

Page 49

Commentary

[ S http:fhwww.tkb. [V lrast.Net demonstracijas sistema - Mozilla Firefox

All Latvian banks have a clearly accessible log in field or button to their IBSs.

There is only one criterion that Parex banka has not met — there are no help directions
given in the error messages within bank’s IBS. Only 4 banks in Latvia offer this
functionality option.

Nearly half of Latvian banks have an IBS log in field on the first page of their public

website.

Trasta Komercbanka offers a useful IBS animated tutorial:

7| TRASTNET

Bankas operacijas

= Parskaittjumi
: Iekibankas parskaitijums
© Starptautiskais
: parskaitTiums
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R engin
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nosutit uz Banku dokumentus. kurus Jus
redzat Parskaitijumu saraksta kreisaja
puse.

Datums 14 - Jumsi = 2004 =

¥5umma un valita 1000.00 = | Atlikumi

Enks.

111 1123 4567 B (Pamatknnts) |

Informacija par sapeméju:

Izeja

help?
help?
help?
help?
help?

help?

Bankas operaciju ;
saraksts rSanémejs ¢ [mary ABCT help?
i ;“5‘ ¥3aneméija konka numurs : | %19 KBRB 1111 1123 4567 1 help?
: Jaunie :
| Nostitie e} makszjuma kads o S
= Dokumentu paraugi R v Nr 0123
. Telefonbankas SERRTRY
sagataves Mnformacia sanéméjam help?
= Arhivs
B — _bJ
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Estonian banks

Login functionality in Estonian banks
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All banks in Estonia have a clear and easily accessible log in field or button within their
IBSs, as well as all banks’ IBSs provide clear error recovery messages in case of incorrect

log in data has been entered.

Only two banks in Estonia — SEB Uhispank and SAMPO - have an IBS log in field on the

first page of their public websites.

Only SEB Uhispank’s IBS provide help directions (i.e. providing the list of common errors
and ways of correcting these errors) in the IBS error messages.

IBS login page of Hansapank contains a lot of useful information (i.e. news, special

offers etc.).

Krediidipank seems to lack English version in the help system:

@3 Krediidipank

" LN
PRIVATECUSTOMER | CORRORA]

i-pank help

Content

1. MR (chapter is available in estonian and vessian only)
2. M/A (chapter iz available in estonian and mssian only)
Z.1. WA (chapter iz awailable in estonian and russian anly)
- Main rules of secure use of -pank
. MR (chapber in availsbbe in esbenisn sad resdisn suly)

Wk oW

- N/A (chapter is available in astenian and ressian oaly)
5.1, WA (chaprar iz available In estonian and russian only)
5.L.L. H/A (chapter is available in estonian and russian anly)
5.L.2, H/A (chapter iz available in estonian and russian anly)

MIA (chepteris swailable in

onisn and razsian onlyd

+ Wi (g hapter s auail

estanise snd ruisian snly)

. i (chapter is auailabla in estonias and russi

5.3 MR chapter ks awailable in astonian and rassian anly)
5,31, N/ Ghapter iz avallable in estanian and ussian only)
B b/ [chapteris available in estenian and rassisn only)

6.1 MR (chapter is available in

#n and ruzsian only)

2. 1A (chaptar s available in astenian and ruzsian oaly)

TR g

EJTCIHEIE PRIVATE BANK
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12.4 Account information

Criteria in the Account information subcategory evaluate the functionality related to checking

account balances and reviewing transactional history.

Lithuanian banks

Account information functionality in Lithuanian banks
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e All Lithuanian banks’ IBSs provide their users with option to sort account transaction
history by required date, option to show all user accounts, as well as customize the list

of accounts, which information is being shown in the IBS.

e None of the banks show last transaction details on the first page of IBS.

e Only 4 banks in Lithuania offer their clients possibility to sort account transactions

history by the amount of money transferred.

e Only DnB NORD does not have a direct link to the account transaction history page

from the first page of its IBS.

e Hansabankas has a very convenient table of most important links:

Bankas Investuotojas Hansa pensiia E-Paslaugos Mobilus bankas

Haudingos
nuorodos;

Paslépti saskaitas

s Mokéjimai
= Indaliai

@ 20002005 E¥HBnsabankas Tel.: (3-8) 252 44 44, El. paStas info@hansalt

hanza-net Strukkdra | IZeii B3

Pradinis puslapis Informarcija Mokéjimai Kursai Sutartys Paraitkos
Bankas > Pradinis puslapis spausdinti
Turite klausimy? Labas, Agne POVILAVICIOTE
inkite mums. Jis turite:
(8-5) 268 44 44 Waliuta Likutis  Kredito limitas Rezervuota Galutinis likutis 0 Zinutiy
LT04730001 0095756735 AGNE POVILAVICIOTE
LTL 4.45 0.oo 0.oo 4.45

» Saskaitos i$radas

» Mokgjimo kortelas

Saugumas Privaturnas [kainiai

e  Bankas SNORAS and Siauliu bankas have an interesting and useful filter for

transactions:
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= - - - -
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I B0 20060705 0TS Pavedeasliehrojr  64S5TITS00 m 100 Agre Pendavicide A Pordaaie
I:_’ T T [ Zes 2060709 U7IN0USH  Pavedeaslebuol  GSTIZHO LTL .01 agn paviavicte A Py
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Latvian banks
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Account information functionality in Latvian banks
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Address | @] hitps:ifwa.ab. b Form_show. jsp

All banks in Latvia have a section within their IBS with user’'s account listing, a direct
link to the account transaction archive from the first page of IBS, as well as an option
of sorting transactions by the required date.

Only Hansabanka’s IBS has an option of sorting account’s transaction history by the
amount of money transferred.

Just like in Lithuania, in Latvia Nordea has met only 44% of testing criteria in the
“Account Information” category. This is explained by the cross-country standardized
IBS.

Only Nordea's IBS does not offer an option of customizing the accounts listing page.

Approximately half of banks’ IBSs in Latvia offer their users option to save account
transactions history into a file, as well as show the details of the last executed
transaction.

Aizkraukles banka’s IBS has a very convenient and comprehensive system of getting
statements of the account, offering its users possibility to sort transactions by account
type, account number, customer, currency, language and date:

Links >

3 B o

Orders Mail Box

Al:caml Balance

Application Forms Settings Help

Account Balance

e AccountBalances
& Statement of The Account

Statement of The Account

Account Type

Customer Account No

IlCurrEnl Account ¥ |

I|L\/EI7 AIZK 0001 1100 7539 & =l
|Eabina Olga
[
English -
[y =z ]
|loe =lfoy =205 <]

Currentifieclc

Customer
Currency
Language
Diate from

Date to
Change Settings

Current Month

Petiod =
Yesterday Prev

Week

I ()

New level of security

&] Dene

S @ mtermet

Some banks do not allow changing languages when one is already logged in the IBS,
which may seem very inconvenient for users.
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Estonian banks

Account information functionality in Estonian banks
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e All banks in Estonia have an account listing function within IBSs, as well as an option of
sorting transactions by the required date, and a printable version of account'’s
transactions history.

e None of banks in Estonia display information about last IBS account transaction, nor
offer a possibility to sort account’s transaction history by currency type.

e  Only SBM Pank'’s IBS does not offer its clients possibility to export account transactions
history to a file.

e Only Hansapank in Estonia offers its clients option to customize the accounts listing
page.

e A calendar that pops up in the IBS of SAMPO, when sorting the transactions for date,
makes the date selection process much more convenient:
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e Hansapank’s IBS was observed to have difficulties displaying account balance and
transactions in the evenings. It displays a message asking user to try again later:
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12.5 Transactions

Criteria in the Transactions subcategory mostly relate to preparing and executing wire transfers
(payment transfers) to account within the same bank, accounts in other domestic banks, and

foreign banks.

Lithuanian banks

Transaction functionality in Lithuanian banks
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agivess (] hops fjsbarkas. seb 1

All banks in Lithuania offer their users local and international payment transfers via
IBSs, as well as delayed local payment transfers and suggest a serial number of a
transaction.

Only Nordea's IBS does not support function for delayed international payment
transfer, local and international payment template form creation. Its IBS also lacks
calendar function next to date fields.

Two banks’ — Medicinos bankas and SEB Vilniaus bankas — IBSs suggest their users an
option of notification via SMS or e-mail, when transaction is completed.

None of Lithuanian banks’ IBSs have a calculator feature next to number fields.

DnB NORD's and SEB Vilniaus bankas’s IBSs require mandatory input of international
payment transfer recipient’s bank name and address that conciderably slows down the
procedure.

SEB Vilniaus bankas’s IBS has an additional service for international transfers, to keep
customers satisfied — a bank can call to a money transfer reception person in order to
notify about a completed transfer:

Anreras

Mickeajimn paskims ‘

ketnjas @ I mokatoges, Ir gavelas  gaveias

DED0 0259 6097 (D00 LTL ) =]

I Ssaugot nuodrmg syrate _[ﬂ
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Latvian banks

Transaction functionality in Latvian banks

AVERAGE |
banka
Nordea

47%
47%

53%
3%
53%
3%

Latvijas Tirdzniecibas banka ]
Latvijas banka

VEF banka |

60%
60%
60%

Trasta komercbanka |
Baltic Trust Bank |
Banka Paritate |

DnB NORD |

LATEKO banka |
Latvijas Krajbank

67%
67%
67%
67%
67%
67%

Parex banka:
kles banka |

Aizk

Komercbanka i
Regionala investiciju banka |

67%) |

SEB Unibank

73%

Ogres Komercban ka:

3%

Hansabanka
Hipoteku un Zemes banka

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
©
o] v 1S
«w < S c
£ o | © o =
S x| n
X [= © 1S =} ]
= IR o =
© = 3 @© | = = o c
~x|lyv| ®© E|lx| 0T @ =] o
c|lc|x@ c|l@®|l 0| E|.Q o 73 el
SE |2 SlgIN[B|<c o S8 gl
Q| v|l© c|lc|E|c|2|N V| ag|le| S| X
vle|lS|E2(alxX|c|R|S| @[T clx|=|3|l<c|¢c
QL1 9| © | c|lo|s v B A clo|C|® T
~|2|olm|x|® o|s|I¥|F| e olG|l=|s|a|S|¥
SlE|[P|2|0]|a|OC] w $la|lv|8|® Xlo|® =S ~ B
clylole|lZ|Ig|¥|o|ld|o|sl2|2le|<x|o S| & |a
Ll || |E|T|S|ISIS|IE|lC|L 22 2w
Nig|lslGlels|lk|RIS|IR|IZIS S| 5|28 c|E
ao|lv|lo|a|ZT|S|S|IT|S|J[S|Z[0|lale|le|ln|E|>
Local one-time transfers R T T T B 2 T 0 AT (T I B R S (R B
International one-time transfers + |+ |+ |+ ]|+ + | + e+ e[+ +l+]+]+
Periodical (recurring) local transfers B B e I RO (R N (S IR (S TS I IR (VS IR I
Periodical (recurring) international transfers O IR S I N A I (R I IR 2 R ) I I I
Delayed (timed) local transfers L P T T B 0 N 0 TR (T I B S (R B
Delayed (timed) international transfers R 2 B R B T S S S S S o (RS S IS o B (R I
Local transfer template creation R o BT S T S S (S S (2 NS 2 I I B A B N B
International transfer template creation R S T 2 B 2 T 0 AR () T IR B S (R B I
Calculator next to number fields B ) I I I ) I e I ) I )
Calendar next to date fields FU D R T R S I e D ) B B I e R e e
AII necessary f|e|d§ fo*r a local transfer are marked e bel oo e tal e balalalalal Tl lalals
(i.e. with an asterisk *)
All necessary fllelds for an _|nt(imat\ona| transfer are e tel oo e ta e bala bl alal Tl Talals
marked (i.e. with an asterisk *)
Suggested transaction serial number S P I T T T (R S (2 IR () IR I B I B I B
Both a point and a comma accepted as a decimal BN
separator
Possibility to order an SMS/email notification when BN
transaction has been completed

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While
every effort has been made to ensure the correctness of information, Metasite Business Solutions
UAB cannot be held responsible for the validity of information provided.

metasite




November 2006 Page 61

Commentary

All banks in Latvia offer their users local and international payment transfers via IBSs, as
well as delayed local and international payment transfers.

e Only Nordea's IBS in Latvia does not support local and international payment transfer
form’s template creation.

e None of Latvian banks’ IBSs has a calculator feature next to number fields.

e Only 7 Latvian banks’ IBSs offer their users a recurring local and international payment
transfer options.

e Parex banka’s, Hansabanka's and Hipoteku un Zemes banka’s IBSs have functions of
notifying a user once initiated transaction is completed.

e LATEKO Banka’s IBS has a very useful feature of searching for the bank’s SWIFT code
by at least first symbol.

e |BS of DnB NORD has a very convenient recurrent transfer’s creation form:

a

° | BANKA |
< 1KOPSAVILKUMS 2.KONTI 3. KARTES & MAKSAIUMI 5 KREDITI & DEPOZITI T.LIGUMI
www.inord.lv
Veido sev visErkakos un stbilstosskos kontu izrakstus!
Banka [ iqumi | reqularais make3jums [Bizuns [ palidaiba

# Regularais maksajums

Numurs: 35265562

Konts: | LYSERIKODO02023659810 LL [a] Summa: 0,00 1 walita: (L[]

Sanémejs

ards vai nosaukums: |

Personas kods | |7
Red, num.;

kaonts: |

sangmeibanka | e orp oD Banka [+ [raKoLVEX |
Sanemeja iestade:

Detalas: |

Datums: | |

Datumns no: | 6 \_‘_'_]_ jdlijs |__V_J_ 2006 (v lidz: |5 |

lijs [3]| 2007 ]|
Ménesis: Jan [¥] Feb [¥] Mar ] apr [¥] May [¥] Jun [¥] ul [¥] Aug [¥] Sep [#] @t [#] Mo [#] Dec

e While SEB Unibanka’s and Ogres Komercbanka's IBSs have asterisks (*) near fields that
are necessary to be filled for transaction, there are still some unmarked necessary fields
present.

e Trasta Komercbanka's IBS has a special category exclusively for transfers in RUB
currency.

[ ]

Regionala Investiciju banka’s IBS has a convenient feature - when one transfers money,
there is a special button next to the “money amount field”, which allows to see
balances of the accounts:

Aintins: A banknerlveies onalinvestiton Dankemicrososti el = | _JE{‘
Account balance on 04.07.2006 19:47:55
ANATOLIIS KRIVKINS
Account IBAN Currency Balance
LY30RIBRODDZ2470NO000 EUR 0.00
LY30RIBROOOZ22470NO000 LvL 0.00
LY30RIBRODDZ2470NO000 usD 0.00

&] Done S @ Internet
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Estonian Banks

Transaction functionality in Estonian banks
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e All banks in Estonia offer their users local and international payment transfers and
transfer template creation via IBSs, as well as delayed local payment transfers. All

Estonian banks’ IBSs accept both comma (,) and point (.) as decimal separators.

e None of Estonian banks' IBSs have a calculator feature next to number fields.

e Only Nordea's IBS in Estonia does not support a delayed international payment

transfer’s feature.

e Krediidipank is the only bank in Estonia, which IBS does not suggest a transaction’s

serial number.

e Only in SEB Uhispank’s IBS all necessary data input fields are marked in bold:

My menu Payments Queties Contracts E-senices Investar Mait
w
D ic predefined payment
Please select the account 10010281587018 SHEKHIREY ANDRII Juuniorkanto 12,30 EEK
Marne of quick menu
Account of Beneficiary
Marne of Beneficiary
Description
Reference no.
Amount
Add payment
Back

e  Cross-border payments in SEB Uhispank are divided into EU and non-EU countries, with

more fields to be filled in the latter case.

e Some banks (e.g. Krediidipank, Nordea) need the transactions to be confirmed
separately after the forms are filled, while others (e.g. Hansapank, SEB Uhispank)

require IBS security elements to be typed right after filling the transaction form.
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12.6 Utility payments

In the Utility payments subcategory, the banks’ readiness to accept utility payments (i.e.
payments for energy and water supply services*’, telecommunications, cable TV and the like) by
individual clients is analyzed. However, the exact criteria differ by country, according to the

national specifics.

Lithuanian banks

Utility payments functionality in Lithuanian banks

AVERAGE

Nordea

SEB Vilniaus bankas
Hansabankas

DnB NORD

Ukio bankas

Siauliu bankas
Parex bankas
SAMPO bankas
Medicinos bankas

Bankas SNORAS

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

8
e -~
2 g nls
2 ol & oS8 g
@] RS MR
Zl2|5|8 c|3|a| 5|
298| c|8|0|E|2| s
s|lZ|(gl8|e|x|=[S|2|=°
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Possibility to pay for water R o N I I T B B B
Possibility to pay for electricity Ea o N I I T B B BT
Possibility to pay for heating + |+ + |-+ +|+]+]+
Possibility to pay for fixed telephone I R T A S B B B
Possibility to pay for mobile telephone (2 largest providers) + [+ [+ -+ +]+]+
Possibility to transfer money to a pre-paid mobile phone number account (2 largest ) I _
providers)

" When using the terms “municipal payments” or “utility payments”, we refer to water, electricity and heating
services regardless of their status of their suppliers (state-owned or private).
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e All Lithuanian banks, except Nordea, IBSs offer their clients possibility to pay for: water,
heating, electricity, fixed phone and subscribed mobile phones.

e None of banks in Lithuania offer its clients possibility to pay for the pre-paid mobile
phone via IBS.

e Almost all banks have a service called “Atsiskaitymy knygele”, which is very useful for
most IBS users. The service allows user to record their utilities’ indicators and pay for
them in a single IBS window:
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e  SEB Vilniaus bankas has a wide list of utilities in all regions of Lithuania:

Address |g} https:/febankas.seb.lty

j Bco ‘L\nks =

& Periodinis leskoti kitarn langui, spu_ste\ekite ;l
& Operacily sarasas Patvirtinti mokéjima.

iz | =

B Ruosiniai 0 - Visi regionai Loem el s by paradyti visi Jasy sukurti

miestuose ir rajonuose mokestiy ar [moky

nurodymuy ruoiniai.
Pasirinkus norima ruosing ir
spustelgjus nuorods,
Naujas mokéjimas
pasirinktu ruosiniu,

8l E.s3skaitos
&l Byios siuntimas

AB'TEQ LT" sgskaita
UAB "Bite Lietuva® sgskaita

ue
UZ UAB "Bite Lietuva" mohiligjo rysio, intermneta, [J[E
duomeny perdavimo paslaugas
UZ "Omnitel" mobiligjo rydio, interneto, duomeny [J[E
perdavimo paslaugas

UAB "Omnitel” saskaita

UAB "Tele2" kitas EE  uosinye nurodyt

Draudimo ir pensijy [maky_kyitai UAB "SEB VB investicijy valdymas” (fondai EHR gitDnTnEaﬂt};sk:iu@Esn i nauja
"SEB pensija plius"), UAB "If draudimas" Mokejima AUrodymo

AB "Lietuvns draudimas” kvitas EHE laukus

UAB DK "PZU Lietuva" lvitas EE -

"AIG Life" gyvybes draudimo [mokl "AIG Lire", "Amplica Lite" ER 'l"JE‘gLJ Imokos ar

kvitas Lnuketsmu nur\f{d;&mq

Spaudos leidiniy prenumeratos kital  "Cosmopolitan”, "Cosmopolitan mini*, "leva”, EHR nLérrI\?eElEallrdmr%Ugagt‘L\tq
"Reklamos ir marketingo idejos" mmkeﬁmm nurodyma bty

1Kl PREMLIA korteles papildyrmo kvitas HE atspindeti dabartiniai

Wilniaus Gedimino technikos WGETU EHRE skaitikliy parodymai,

universiteto kvitas neparmirskite varnele

wilniaus kolagijs kvitas LG  paiymetilésaugoti

Wilniaus universiteto kvitas W EHR ruosln;tq SALAE 'a“,kn g

w3 "ilniaus universiteto bistas" kvitas WUB EHR E:\iggm\mnnnrlmn [unsmo

Wi "Sauletekio bdstas" kvitas EHE

Kauno technologijos unfversiteto jmoky  UZ studijy, bendrabugiy ir kitas paslaugas EE

kyvitas

wi| "Teleradijo kompanija Hansa' kvitas UZ interneto paslaugas EHR

UAB "vestekspress” kyvitas HR

UAB "Okio banko lizingas" kvitas EHE

UAB "General Financing" [moky kvitas ER

0 b e Vilniaus m., ¥ilniaus raj., Traky raj., Saltininky >
4 3

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While
every effort has been made to ensure the correctness of information, Metasite Business Solutions
UAB cannot be held responsible for the validity of information provided.

metasite



November 2006

Page 66

Latvian banks

AVERAGE
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e |BS of Hipoteku un Zemes banka has an only “Utility Payments” feature — possibility to
pay for fixed phone. Not meeting testing criteria, but being utility payment features
present, are payments for 1 largest Latvian mobile phone operator and for gas.

e  Only Baltic Trust Bank, Parex banka and Hansabanka offer their clients to pay for

electricity via IBSs.

e  Only SEB Unibanka and Hansabanka offer their clients possibility to pay for a pre-paid

mobile phone.

e  SEB Uhibanka seems to be the only bank that offers possibility to pay for mobile phone

for clients of ALL mobile phone operators in Latvia.

e latvijas Krajbanka has a unique feature in IBS offering to pay fee for holding a dog:

(OnlineBanka

E-pakalpojumi

LATVIJAS K KRAJBANK{

Izvélnes

Zipojumi

Kontu vadiba |

Parskaitijumi Noguldijumi Kartes
Paranga nosankums Farshaittjuma veids
® CityCredit konta papildivaSana Bankas istvaros *
(@) TedzTotajn iendkma nodoklis Bz detoijodierm Pa Latwiju *
C TedzTrotaju dendkua nodoklis uz Valsts Kasi Pa Latviju *
O MT Fa Latviju *
C Lattelekor Pa Latviju *
C SIA "IZZ1" Pa Latwiju *
@ Socidlais nodoklis Pa Latviju *
O |TELE2 Fa Latviju *
@ Par defvolls privatizieij Pa Latviju *
O (it Er Pa Latviju ™
* - Danbas imweidots parangs
m - Saglabat ki Mobilas bankas
pazangn

e Hipoteku un Zemes banka has a convenient method of listing the utilities:

ekt | ] Mg fverens bt byt _tal_ponyrimt,_jow svestoes.

5 Hipotehu banka

Lansas propina gie

Phans numbar 7774240, 77740689, Fmail sddress hipsn

w Varsian 1.10.2.0

S @ et
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Estonian banks

Utility payments functionality in Estonian banks

AVERAGE

SBM Pank

Tallinna Aripank

SEB Uhispank

Nordea

Krediidipank
Hansapank

SAMPO
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Higher figures represent better results

Detailed testing results

X
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~ ©
C | x Qo
Vs © c v e
i E
< | ©
1= HEE
o| 3|5 =
2lEe[2|5|8|s
Possibility to pay for water o] o+
Possibility to pay for electricity |+ |+ +] -
Possibility to pay for heating PR i R S R
Possibility to pay for fixed telephone R I A I
Possibility to pay for mobile telephone (2 largest providers) + 4|+ ]+ -
Possibility to transfer money to a pre-paid mobile phone number account (2 largest providers) + |+ ]+ -
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Commentary

e SAMPO, Hansapank, and Krediidipank offer their clients 100% utility payment
functionality via IBS.

e SEB Uhispank and Nordea offer their clients possibility to pay via IBS for all utilities,
except water.

e SBM Pank and Tallinna Aripank do not offer their clients possibility to pay for utilities
via IBS.

e Krediidipank — self-service page with logos of the enterprises, featuring telecom
operators, utilities, insurance, etc in the IBS is very convenient and user-friendly:

Ipangs skitulalon: R29 (GGE

& -teenused

- s nan cisnsds JepmEleane £ frenstera

e CeaEem e (=
@emt o =
[omi=]

EEEVEN
B
T

e In the IBS of Nordea, in order to pay for utilities, one must enter another website using
a hyperlink (www.arved.ee). Utilities payment feature is not present directly within the
IBS.
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12.7 Deposits

Deposits subcategory evaluates the functionality related to opening and managing private
client deposits online.

Lithuanian banks

Deposits functionality for Lithuanian banks

AVERAGE
Nordea
SEB Vilniaus bankas

Medicinos bankas

Hansabankas

Bankas SNORAS
DnB NORD

Parex bankas
Ukio bankas

Siauliu bankas

SAMPO bankas
1 T T T T T T T T T 1
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Higher figures represent better results
Detailed testing results
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o | (8] Gl
sl |sl8| lgl2l2|8|q
ZI25lg| |=|8|8| 5|2
2SS lE|c|[8|l0|E|2|s
clZ|lg|O|lo| | (5|22
HEBHEHBEHRAHE
S|S|2|S|2|&|S R3]S
Opening deposits via IBS in local currency [+ [+ [+ [+ [+ [+]+]+
Opening deposits via IBS in EUR + e[+ + [+ + ]+ +]+]|+
Opening deposits via IBS in USD + e[+ + [+ + ]+ +]+]|+
Interest calculator within the IBS + e[+ 4] -+ + ]+ +]|+
Interest rate information is provided o e A e I I AT I R
Interest calculator on the bank's public website ) I R B o S ) R
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Commentary

e Parex bankas, SAMPO Bankas and Ukio Bankas offer their clients 100% tested
"Deposits” functionality.

e Only 4 banks in Lithuania have a deposit interest rate calculator feature within their
IBSs.

e All banks in Lithuania offer their clients possibility to place deposits in local currency, as
well as in EUR and USD, via their IBSs. All banks also provide information about deposit

interest rates on their public websites and/or IBSs.

Parex bankas has a very convenient deposit interest rate calculator within IBS:

EGE

Débiocked [ Optiors F

s Finlélio wykaitoje subsupiamos sumes skai¢iuokl

para ,
Shofivokits v . e B Sy
Crecis s e Incélio saskaitoje sukaupiamos sumos skaiciuoklé

imobos sinuckis
Maksimalos bisio breckia zumss |
shahaokl

Bsstign bieha reéloi
pprasto bista Sreato ygriamai ©
okl

Skitlingoms indsliy s3gims taikomos skitingos paliksny nommos, kuios taip pst priklausa nua indélio sulsies teming bei indélio
valiutos. Jei dalyvatgate PAREX banko lajalumo programaje, indéfiy paiikanas taip pal gali b0t didesnes. Si skaicivakle padés nustatyli,
kokios sumes bus suksugiamos skirimgy indeliy saskailose, bei apsispresti. kuna indaliy nii jums verta pasirinkti.

Hind jmokios ¥ papeasto bksto o = n
i hgmameh shaghaks Husayie indefin valung, S o ~
i ML S, kg ketinate Tkl indéba siskadaje oo

Waksimalos vatuing irecko B B

suamos skeEvck) Termniras, kudam ketinate sudargli indilio i

P r——— sutat fmen)

ks |

caivianes 4 [ st |
kG oty Eskas Terminuotasiz indéliz Kaupiamasiz
bt s ; indéiis
—— ~ Standartinés Bronzimiams  Sidabriniams  Auksiniama
= pabikanes  Klienams  Blientams  Klientanve
B grintinos to vertomo
beraroves P —t 348 358 388 s 340
B e s
Sk paskany sumn 3480 50 e 750 s
Bk uma A0S 1SS 10B® 10AS0 104
v
) T

e Hansabankas's IBS has a useful link to interest rates of the deposits:

hanZa.net sors | Get 3
Bankas Hansa pensija E-Paslwiges Mabihes hankas
Fradinis pesiapis Informacija Mokegimal Eursal Sukartys Paraigkos Zinutes
pagatha  spausdinti
Tiesieqginis debetas — 5gckata LT0AT20001 0095756735 AGHE POVLAVICIOTE S Lt
Indélisi
Mokiing kostels o .
el Hprbeee o Sutties pilianas g Sutadis sudar
Mobiys bankas
Indiélio iéls | Terminuotas 1
swna [ |[LTL 280 v
Terminas [ | |menssai[=]
ndéllo smapenvestil 70001 pgas7seT35
saskaita
Palican sqskalla |LT047300010005756735 AGNE POVILAVIEIOTE | ]
Automatinis pratesimas | Necranest |
Sudangti naulg indeho autart
220002000 P¥Hansabankas T 0 208 49 49, B paites infe@bhania it Cyuqumae Prostumas Jhaineg
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Latvian banks

Deposits functionality for Latvian banks
AVERAGE |
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n 10,
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Baltic Trust Bank 67%
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Parex banka 83%
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Latvijas Krajbanka 100%
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SlE|lo|e|0|8|0funl|2|laluwla|c|¥[3S|2|2|E|X%]|S
© slo|lZ|0|2|o|2|o|c|2| o] wn S| E |
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Opening deposits via IBS in local currency + |+ - Ea R B ) B I B I BTN I BT B BT R I
Opening deposits via IBS in EUR Eo 2 I R S S R SO (2 (R ) + |+ [+ |+
Opening deposits via IBS in USD FO I I e B S N e [N I I ) I A
Interest calculator within the IBS O R B P I ) I 2 I ) N I I e
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Commentary

e All Latvian banks, except Ogres Komercbanka, present deposit interest rate information
on their public websites and/or IBSs.

e Only 2 Latvian banks — LATEKO Banka and Latvijas Krajbanka — have a deposit interest
rate calculator feature within their IBSs.

e Deposit interest rate calculator that is present on the public website of Latvijas
Krajbanka does not work properly, making mistakes in calculations:

kredita summa

meénesa maksa 10000
termin 12| ménesi [v]
procentu likme 0.12

summa 1 19922.05]

e SEB Unibanka’s IBS has a very convenient interface for placing funds on a deposit with
lots of customizable options:

* E-pakalpojumi

Noguldijuma termins Ménesis (-Si) *

Oibanka
Sakumlapa | Pafdzba | Beigt darku KRIVKING AMATOLIS
* Uzinas NOGULDIJUMA ATVERSANA
2l Parskati Noguldijuma parametri
 Morékin Noguldij id Specialais depozit
@ Pisteikumi oguldijuma veids pecidlais depozits
@ Investicias Konta nosaukums
Noguldijumi N ij summa L 100.00
Fensiju 2 Filiale * — < lzvEligties > — o]
limenis
SMS banka Naudu ieskaitit no kenta * —<lzvElicties > —
* Atgadinafumni Sakuma datums I
* Profils s = —
3) varspapi Gaidit naudu MNE B

Noguldijuma termins

Procentu likme
390

Realais ienesTgums

©12

O 3.95 4.05

O24 4.00 416

O3 406 430

Orn 410 4.54
alipakalyl |pbtcelty) |plaEily

PIEZIME:. Ar ™ atzimstie lauki ir jFaizpilda obligat.
2. Izvélicties Gaidlt naudy’ JA, ja paredzat, ka darfumam nepiecieSama
summa neblls pieefama uzielz, bet gan Tz plkst 17:00 norddftais datums.

e IBS of Trasta Komercbanka has a deposit informational section, presenting interest
rates for different deposits. Besides, it has a pop-up box, according to which selection

interest rates and/or other information should change but it does not:

7| TRASTNET

Informaciia

Lot bt 4178
b | Infermiciia | wposit lanes

Sarakste ar hanku

Depogitu likmes

Informécija

= vl kurst Depuzka tos
- St Procenty itmaksaik
W Frocess izmal
LA 22 e
b s 100.00 U 425 450 475 5 500 san
Copurigt € 2004, TRASTA KOMERCRANA Mbesrisi s Bigs LY 1050 | Tab, U777, fokss 702
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Estonian banks

Deposits functionality for Estonian banks

AVERAGE
SBM Pank
Tallinna Aripank

SAMPO

Nordea

Krediidipank

SEB Uhispank

Hansapank

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Detailed testing results
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Opening deposits via IBS in local currency +l+ [+ +]+] -
Opening deposits via IBS in EUR +l+ [+ +]+] -
Opening deposits via IBS in USD +l+ [+ +]+] -

Interest calculator within the IBS + 1+ - -

Interest rate information is provided [+ |+ ]+ +]+

Interest calculator on the bank’s public website ]+ -] -] -
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Commentary

e All banks in Estonia provide deposit interest rate information on their public websites.

e  Only Hansapank and SEB Uhispank have deposit interest rate calculators within their

IBSs.

e Hansapank offers its clients 100% “Deposits” functionality.

e Tallinna Aripank has met only one criterion of “"Deposits” testing — it has a deposit

interest rate calculator on its public website.

e Hansapank's IBS has a very convenient supporting feature - tips appear when the

mouse pointer is over any field in the deposit form:

hanZa.net

Retirement Investor E-services Insurance

Maobile

Settings

Start page Overview Bayments Rates Agreements Applications
My applications Bank = Applications » Mortgage Loan
Car lease o .
Application Obligations Income Collateral

Overdraft credit

Home loan

Home equity loan

Netsalary is the salary from
which the taxes (income tax)

Net salary EEK
have been deducted, i.e. the Remtalincome [ |EEK
amount you actually receive _

ooy & (state) childsupport [ |EEK

Pension & social benefits I:l EEK
ondends [ Jeek

Repayment of loan granted to an employer I:l EEK

Sum of other monthlyincome [ |EEK

Total income 10000 EEK

Mortgage Loan

Credit card

Small loan
Small loan quarantee
Partner Card

Student loan

Pergonal data of
applicant

Bank messages

Print

Send application

BYHansapank - www.hansa.ee Questions and Answers :: Phone: +372 6 310 310

Privacy
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12.8 Loans

Loans subcategory analyzes the functionality related to taking out loans, filling in loan

application forms and performing other loan-related activities online.

Lithuanian banks

Loans functionality for Lithuanian banks

AVERAGE

Medicinos bankas

Ukio bankas

Parex bankas

SAMPO bankas

Hansabankas

Siauliu bankas

DnB NORD

SEB Vilniaus bankas

Bankas SNORAS

Nordea
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Detailed testing results
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A printable consumer loan application form R R S B o o O o R
Filling a consumer loan application form online EO I S e A R e

Taking out a consumer loan via the Internet Banking System - |- R I I
Consumer loan interest calculator within the Internet Banking System - |- - - I
Consumer loan interest information is provided R I I S o o O o I
Consumer loan interest calculator on the public website R R R
Information about consumer loan conditions RIS S S o S 2 I
Information about documents required to take out a consumer loan B e e e I o SN S A
A printable mortgage application form RO I IS S (A S A S I S
Filling a mortgage application form online + PR I I e R e e
Taking out a mortgage via the Internet Banking System - - O I R
Mortgage interest calculator within the Internet Banking System -] - E I e I
Mortgage interest information is provided + | + |+ - - -]+ -
Mortgage interest calculator on the public website FON I I R R o S 2 o
Information about mortgage conditions o e I o T o T A R e
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Commentary

e All banks in Lithuania present information about mortgage conditions and a printable
mortgage application form online. Besides, all banks have a printable consumer loan

application form on their public websites.

e None of the Lithuanian banks have a loan calculator within IBS, nor offer a possibility to

take out any kind of loan via IBS.

e Medicinos bankas — is the only bank that does not present information about
documents that are required to take out a consumer loan or a mortgage.

e  Only 4 banks offer online consumer loan and mortgage application form.

e Hansabankas offers a lot of different virtual calculators and possibility to receive the

answer for mortgage in 2 days:

Address I@ http A hansa.tfiziniams 38_3 10.Html

| Bso |L|nks =

» Pirmas puslapis » Apie "Hansabanka" » Naujienos » Kontaktai » Karjera :l

Paslaugas privatiems klisntams ¢ Paskolos ir lizingas / Paskoly skaidiucklés

Mane domina

Pasiinkite -

Paskoly skaiciuoklés

Biusto paskoly skaiCiuoklés

SPRENDIMAS DEL

Bl maksimalios paskolos skaisiuakle

NeZinote kokio dyd¥io bisto paskala galéturnéte
gauti? Bdsto paskolos skaiiuokle, atsiZvelgiant j
Jidsy jvestus duomenis, pateiks preliminary
atsakyrna kokia didfiausia bists paskola galite
gauti, kokios bty meénesio imokos, kiek likty pinigy
pragywenimui, Galite skaidivoti jvairius variantus.

3 Saskaity valdymas

PER 48 VAL.

e

Indeéliai

E

Mokejimo korteles

£

Paskolos ir lizingas

5 Bisto paskals Hansa namal
Pageidauiamos paskolos skaidiuokle
5 Wartojarnedi pazkola
pinigu surna biists jsigijirmui? Bisto paskolos
skaitiuckle, atsizvelgient | sy jvestus duomenis,
pateiks preliminary ateakyma, ar galite gauti
pageidaujama paskola, kakios bty ménesio
Imokos, kiek licy pinigy pragyvenimui, Galits
skaitiuoti jvairius varientus.

5 Paskola uf ufstats
.> Kradito IiH'\it.as

5 Paskoly skaidiuokles
> i anlminky ot

bistui internetu

3 Hansa studijos
< : vartojamujy paskolu skaitiuoklés

3 Hansa pensija

S) 265 44 44

% Inwesticiniai fondai Ij Maksimalins paskalos skaifiunklé
* Operacijos su vertybiniais

paprnas stsaloyma kolia didsiausia vartojamala paskola galite gauti, kokios bty
5 Prekyba valiutomis Franssin jmakns, kisk ikt piniay pragyvenimoi. Galite sksigionti jvsirius
wariantus,

+ Kitos paslaugos

Pageidauiamos paskolos skaidiuokle
Norite sufinoti ar galte pasiskolinti Jums reikalinga pinigy suma,

Jidsy jvestus duomenis, pateiks preliminary atsakyma ar galite gauti
pageidaujamna paskola, kokios bty ménesio jmokos, kiek likty pinigy
pragywenimui. Galits skaidiuati jvairius variantus,

BUSTO PASKOLOS

Marits suZinati ar galite pasiskolinti Jums reikalinga, \\

N

ik
UZpildykite paraiSka »

I
Pateikite paraika

arba paskarnbing tel (G-

MeZinote kokio dydZio vartojamaja_paskola galétumete gauti? Vartojamosios
paskolos skaigiuokle, atsizvelgiant | Jdsy jvestus duomenis, pateiks preliminary

vartojamosioms reikmeéms? Wartajamosios paskalos skaidiuokls, atsizvelgiant |

@ 2004 "Hansabankas", Tel. 8-5 268 44 44 info@hansa.lt

1uiriy +
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Latvian banks

Loans functionality for Latvian banks
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Consumer loan interest calculator on the public website| + | = | - | = [+ [+ | - | = |+ |+ | - |+ |- |- |+|-[+[+]|+]-
Information about consumer loan conditions Ea 0 I e BT 2 BN I BT R BN T BT B S R B R B S
Information about documents required to take out a clal ol lalal ol alal  talal ol olalalels
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Taking out a mortgage via the Internet Banking System| - | = [ - [ = | - |+ |- [+ [+ [-|-|-|-|-|-|-|-[-|-/|-
Mortgage interest calculator within the Internet B
Banking System
Mortgage interest information is provided EI I I S N T BN B R T IR () I ) B I BT o S
Mortgage interest calculator on the public website EI R IR I B B IR I I T I () I S B I BT O (S
Information about mortgage conditions o 1 TR 2 B R R (AR S (O (R (R By BT 2 I
Information about documents required to take out a clal Talalala ot alal o talal o lalalalalels
mortgage
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Hipoteku un Zemes banka has met 88% of testing criteria, while Hansabanka has met
94% being the best performer in this category.

Only Latvijas Biznesa banka and Hansabanka have a consumer loan interest rate
calculator feature within their IBSs.

Most of banks in Latvia present information about consumer loan and mortgage, as
well as conditions for taking out these loans. Printable loan application form is also one
of most completed criteria.

It is possible to apply for a credit directly from the public website of VEF banka

regardless if you have a bank account in this bank or not:

VEF BANKA LV EN RU | Thursday, July &, 2006 | Search

2| Loan Application Form For |

Loan application for private customers + How does it work?

} Demonstration
+ For new customers

Step 2 from 3

jul 06
usp
GBP
EUR

Buy

Internet Bank Login

(CREDIT AND DEBIT CARDS »»

sell

0.542 % 0.552 1
0.989 11,0131
0693107021

Step 1 from 3 VEF Bank
Loan application for private customers
Corporate banking
Please point out what kind Credit Product you are interested in: Select... [v]
Private banking
[v] Credit e =
[] credit line
[Joverdraft YEF Bank
[JLeasing i ﬂ
Loan currency VL [¥] %‘ I '§:
Loan amount 500 -
Factoring 0
Credit terms (month between loan 5
receiving and repayment)
Credit Aim (no mare than 250 symbols) To Buy a digital camera

e  Aizkraukles banka has a very good layout of all necessary information about taking a
loan - the public website is optimized for people willing to take loans, there are plenty
of help-functions (e.g. there is an explanation about the usage of the loan calculators):

L e o e ]
At ABLY

e

Chwove one vabse fo cabnlation aud sdic st the sthes thies:

Amcsnt of S Jaan 2000000
Al v 5 *
Masarry W [y |m

) Mol paprert

) R Crach mesth in quad instdments)

Koo

e  Baltic Trust Bank: the help function in the
an error #404 occurs.

subsection “Loans” does not work properly,
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Estonian banks

Loans functionality for Estonian banks

70%
AVERAGE

38%
SBM Pank

50%
Tallinna Aripank

63%
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75%
Nordea

88%
SAMPO

88%
SEB Uhispank

88%

Hansapank
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C | x Q.

v o j= v =

glels].lolsls

b '5 2 § a | e E

sla|e|5|2|2|=5

T|la|v|=2|F[B]°

A printable consumer loan application form + [+ |+ ]+ ]|+
Filling a consumer loan application form online + |+ + |+ |+ -
Taking out a consumer loan via the Internet Banking System - - - - -
Consumer loan interest calculator within the Internet Banking System R R N R S R
Consumer loan interest information is provided + [+ ||+ [+ +
Consumer loan interest calculator on the public website + |+ |+ |+ | +]+] -
Information about consumer loan conditions + |+ [+ |+ ]+ [+ +
Information about documents required to take out a consumer loan [+ |+ ]|+ ]+
A printable mortgage application form + |+ [+ ]+ -]+
Filling a mortgage application form online + |-+ +] -] -
Taking out a mortgage via the Internet Banking System e e
Mortgage interest calculator within the Internet Banking System R R
Mortgage interest information is provided + [+ ]+ ]+ -]+
Mortgage interest calculator on the public website +l+ [+ ]+ +] -] -
Information about mortgage conditions A ER Y N
Information about documents required to take out a mortgage R I O I R
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e  SEB Uhispank and Hansapank have met 88% of testing criteria. The only features these
bank do not offer their clients — is taking out consumer loan and mortgage via IBS.

e None of banks in Estonia offer their clients features of taking out consumer loan and
mortgage via IBS.

e All banks in Estonia have consumer loan interest calculators, information about
consumer loan and conditions of taking this loan out on their public websites.

e Only SBM Pank in Estonia does not offer its clients mortgage descriptive and interest
rate information, as well as not providing information about conditions and necessary
documents of taking mortgage out, nor having a mortgage printable application form.

e Special loan information is presented in SBM Pank’s public website — “Dental Loan”,
“Travel Loan”, “Loan for weddings and special occasions”; no information, however, on
mortgage and other basic loan types can be found on the webpage.

e SEB Uhispank has a very convenient loan application form:

Logout
Settings

net

E)
[

My menu Payments Queries Contracts E-semices Investor Main page

‘iednasday, 05,07 2006, time:22.27

Request Loan/Mortgage Lo | Mongage Loan application
Data of applicant

Data of co-applicant

— Expenses

Mortgage Loan application Ohbligatians

Special purpose of lean Aszets
Collateral
Summary

Loan amount { >30000)

Selfinancing EEK

Term

Payment date 5 11-25)

Current account tied to loan 10010261587018 EEK*

Bank office where application

is sent

Marne of bank officer having

advised filling of application

Cornments
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12.9 Security measures

Security measures subcategory evaluates the steps taken by a bank to ensure that the users of
its Internet Banking System perceive it as a secure way to make transactions. Please note that
as this is an outside-in oriented research report, we cannot provide any evaluations of actual
state of security with the Internet Banking Systems analyzed. Only security-related user
perceptions are analyzed.

Lithuanian banks

Security measures functionality for Lithuanian banks

AVERAGE
Nordea 63%

Bankas SNORAS 75% —
Ukio bankas 88%
SAMPO bankas 88%
SEB Vilniaus bankas 88%
DnB NORD 88%
Siauliu bankas 88%
Parex bankas 88%
88%

Medicinos bankas

Hansabankas

T T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

100%

Higher figures represent better results

Detailed testing results
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cl2|s|8 HENCEE:
"[O|2[E (|8 |0|E|2| S
© | Z o8 |2 x|z = |2 o
HEHEHEHEE
©

SIS|Z|S |28 |85
Session Timeout +l++ |+ ]+ ]+
Password card + PR VR R R IR R R
Permanent (personal) password + |+ F |- F |+ ]|+ + ]+
Possibility to change the permanent password + |+ F ]| - F |+ ]|+ ]+
VeriSign or equivalent certificate shown + |+ F |+ F |+ ||+ ]+
Mandatory password change when logged for the first time + |+ [+ |+ ]|+
Setting the IBS transaction limits +l+ |+ |+ |+ F |+ ||+ ]|+
Possibility to set frequency for mandatory change of permanent password O R (i e [ R R -
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e All banks in Lithuania provide their clients with password cards/generators for logging
in the IBSs, as well as all bank’s IBSs have a VeriSign or equivalent up-to-date certificate

present.

e Only Hansabankas provide its clients with a possibility to set the frequency of

mandatory permanent IBS log in password change.

e All Lithuanian banks, except Nordea, ask for mandatory permanent user IBS log in
password, possibility to change this password and a mandatory IBS log in password

change during user’s first log in the system.

e  Only Bankas SNORAS has no session time out feature within the IBS.

e Nordea explains why the session has timed out:

e eke TATTTORSOUETY . 00 7. HAF 11:53:45 - Nicrauad | |réaimed Explarer

te BN e Fprn

O -
4] i faoke rordea S TR S BOUCOOITTA NI FASE=HTRAPED

Cocgle - [= =TI F =

Privatiems klientams

e e

o | e e £ & 4

¥ i Seaan -

Pawadimel
i

Adin, kad naudojatés Solo

- Ve wldarta (VIS5

Saskaitos b el 05al

i oy c2yca snrcens beve Z3TTE0

Kitos pasleges
T s sl Prasquoginas pre Sl wra Rrats j

= nesacdogma g
w b dwag dlaids

1% e,
o e

* ik aipnzale pan

% aeszansdy oaceedy sk

*Hek o Pageln ¢ Berdeos adiran

S ]
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Latvian banks

Security measures functionality for Latvian banks
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75%
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75%

75%
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Nls|o|ls|sle|l<|R|ZG|R|2|(S|ID c|e|2|a|l|m
<|la|v|la|a|ZT[S|S[T[S[8[S[Z|0|lale|xz|ln|~
Session Timeout N R R el IR L e Y Y Y T S e
Password card B IR P R + S|+ + - -+ +] -
Permanent (personal) password + RO S I I I o B ) N S N S S S TS S IR S
Possibility to change the permanent password R S S S R A N I (N S A S B S B A I
VeriSign or equivalent certificate shown RE S IS S VA S TS S (VAR (S (VAR (S VR (S INAR S S e o
Mandatory password change when logged for the first el ol e bal ol o lalalalalalal ol Tolals
time
Setting the IBS transaction limits R T S e R AR I (N [ R B (N ) I RS IR
Possibility to set frequency for mandatory change of | | 1 1 |l o Do el el S el S]]
permanent password
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e All banks in Latvia provide their clients with personal permanent passwords for logging
in the IBSs, as well as all bank’s IBSs have a VeriSign or equivalent certificate present.

e All banks, except Nordea, offer their IBS users a possibility to change a mandatory
permanent personal password for logging in the IBS.

e All Latvian banks’ IBSs, except LATEKO Banka’s, Orges Komercbanka's and VEF Banka's
IBSs, has a session timeout feature.

e SEB Unibanka’s IBS has an interesting session time out feature — after 10 min of
standby, IBS logs off the user and presents a summary of actions performed during
session:

‘. A'hittps:/fibanka.seb.[v " Ibanka - Microsoft Internet Explorer

Jasu drodibas |abd darbs lhanks automatiski partraukts - jau 10 minttes Jds neveicat
nekadas darbbas

PieslEguma sakums: 2006-07-15 14:55.45
PiesiEguma beigas: 2008-07-18 15.08:0%
FieslSgurma figums: 00017
Darbibas

lekizemes +

OK

&) S & Internet

e OnJuly 11" 2006 the security certificate of Parex Banka's IBS has expired. However,
this issue was fixed already on the next day:

ckiress | @] hetp: e, parec ol atetradog! | e o]

“Security Alert

viswed of
@ changed by othais. However, these it & problem with the sle’s
ety certhcate.

£ WL =l ;
o weand 5o bk the certfying suthorty.

By The secuiy certis:ats has exgmed o i not et valkd.

By The nams on e secuty cericane s iwabd o des rot

malch the name of the she. B
P g fond »
Do yous velnd b procesd?

Ushrpsres progg amerns 3
T P - . Pivavgosa

Toms iogppare Yo Na [ Conticnin ] 5 atfstia un
FOREX, FuiresCptions. N ¥ bar irspapiu P Agwet
Swaps tirgu. Ciparathi ieqita ind: e ek , Augets e, atabilits1e - 138 jau g ir Marapninird
[ » preejams misu kenbiem. Tied: tapec Parex barikas khenti gOst stabilu pelpu védspapu tirgl. rhertgdtaat aorsas]

Once the mouse wheel is being scrolled in the IBS of Ogres Komercbanka, the system
enables a session time-out feature, so that user has to log in once again:

Onmbka ceccry Nr.2
Jinst npojooeersn paborsl Heobxomvo Bo30bHOEHTE cecczo.
BrejHTe, IDAATYHCTA, HMSA N0ThIDBATE A I MAPOTh:

[Locon |
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Estonian banks

Security measures functionality for Estonian banks

AVERAGE
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All banks in Estonia provide their clients with personal code cards for logging in the
IBSs, as well as all bank’s IBSs have a VeriSign or equivalent certificate present and a
session time out feature. It is also possible to change the IBS transaction limits in all
Estonian banks.

Nordea is the only bank in Estonia that does not provide its clients with permanent
personal password for logging in the IBS, hence possibility to change this password,
nor mandatory password change during user’s first logging in the system.

SAMPQ's IBS password card is a carton “booklet” with 390 one-time codes (to be used
one by one). It is quite thick and not very convenient to store and use.

Only 3 banks in Estonia offer users possibility to set the frequency for changing the
mandatory permanent personal password.

Tallinna Aripank even has a possibility to change the USERNAME.

IBS of Nordea does not specify which password from the code card is necessary until
the password has been incorrectly input once:

Welcome Nordea ™

»_Ensli kaning

The customer number and passwerd
do not match, the consecutive
number of next passward is 19
(V2238206)

Ecter your customer musber ard password

Contimue by presing the Accept-button.

Customer pumber
11830671

Pazgwerd

Holo's text verson
FAQ about Sale

This comsmctaan & secused by S5L-technxyoe. The kck in e biscrwser shows thit (he conneetion o secured. Click the kek o
ehech hat you e comnmted wilh Hasden Bank

SAMPO offers a very convenient possibility to set the timeout period manually inside
the IBS:

= General settings

* Settings Session time-out {rminutes) 30 D

= Mew password Default length of account statement (in days)

= My profile Use folders 50 s
Number of generated passwords of electronically confirmed 3 D
payment
MNurnber of unconfirmed and imported payments per page 5 D
Display confirmation upon execution of imported payments Mo D
Field separator of account statement in CSW file Comma () D
Decimal separator of account statement in CSW file Dat () D

Come to the counselling session

BANK | E-SERVICES | RATES | SETTINGS | CONTACT | HELP EXIT »

S@&mpo
Iz internetbank » Settings
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12.10Languages

Languages subcategory covers the functionality related to supporting multiple languages.

Lithuanian banks

Languages functionality for Lithuanian banks

AVERAGE
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e All banks in Lithuania have a public website and IBS in local and English languages.
e Only Nordea's IBS has problems with displaying local language symbols correctly.

e Ukio bankas IBS has the 4 languages: Lithuanian (local), English, Russian and Serbian.
Besides, Ukio bankas is the only bank, where after switching the language version, a
user is not being re-directed to the first page of the website.

e  Even though some banks (e.g. SEB Vilniaus bankas, SAMPO, Hansabankas) do not have
public websites in Russian language, they have IBS interfaces in Russian.

e  Parex bank has English and Russian public websites only for non-residents of Lithuania:

T RN b e bt gl e |
™ B e i b 3
O - @G e fre— @ 2 # 3

PE—— SO e

Caghe» =] i i = B B | s

Nal It nectidel pimigal galf atneit]
Juntama nauda

LATEST INFERMATIEN

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While metas i te
every effort has been made to ensure the correctness of information, Metasite Business Solutions

UAB cannot be held responsible for the validity of information provided.



November 2006

Page 90

Latvian banks

Languages functionality for Latvian banks
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e Only Parex banka, Latvijas Tirdzniecibas banka and Ogres Komercbanka do not have
English versions of public websites.

e Ogres Komercbanka is the only bank that does not have an English version of its IBS.

e LATEKO Banka's IBS internal messages from operator, though being translated into
Russian and Latvian languages are written in unclear formatting an font:

Vq’ =Ke

English 0Py i

07.07.2006 11:26 Jaunu zinojumu:_1 Ed lzeja

= Konti = Dokumenti = |ATEKO Trade = Pakalpojumi v Zinojumi = LUzstadijumi

]

Tarifi
Valiitu kursi

Depozita likmes
Valitas Kalkulators
Depozita kalkulaters
IBAN kalkulators

Palidziba | Drukat

a

Temats  System administrator

Cieni jamais klient!

[Fsau prieci gi pazin ot, ka Juws ir radusies wnika la iespd ja pieteikties
prestif ai AS "LATEKD BANKA" noré k inu kartei WISA Gold. 51 s kartes izsniegd ana

lientan ir restora nu ti kla Rosinter Restaurants apliecind jums stahilai,

lilgstos ai un uzticamai sadarbl bai ar Honoursd Quest programmas dall bnieku.

o A% "LATEKO BAWKA" VISA Gold karti JG s varat veikt noré k inus dai & d& s tirdenieci bas vietd s, internetd ,

[Tikai Honoured Quest prograumas dali bniekiem tiek dota iespé ja san emt 3 o ekskluzi wo produktu bez maksas un a
uns tikai 3& atnd k uz AS "LATEKD BANKA" centrd lo biroju E.Birzniska-Upi & a ield 21, 34 uzra da pase, Honoure

[* Bamkai ir tiesl bas atteikt kartes izsniegd anu

EaxaeNER ROmeHT!

M panm coobumTs ,uTo0 ¥y Bac moaeEmMAaace YHMKaNIbHad BOSHNOXHOGCTE I
apovofi AD VLATEKO BAMKA" VISA Gold B ® mo%eT & pac CHUMTHESTECA B DAIAMETEHRX T
fonerno youacrreurnan Npolpantu Hnoured Quest A peONalaeTcs BO3MORHOCT
Fan myxmo Tompro DpuiTM B DeHTpaanbmEEA OGuc A) ULATERD BANFA", npe n s A B

'Eamr mmeer npaso oTRazat: Z EEMDauE RabDTH

Atpakal

e On Baltic Trust Bank's public website and IBS, a user might find it inconvenient that the
choice of language may be done only in the intro pages, afterwards there is no option
of how to change the language version.
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Estonian banks

Languages functionality for Estonian banks

AVERAGE
Nordea
Krediidipank
Tallinna Aripank
SBM Pank
SAMPO

SEB Uhispank

Hansapank
i T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
-~
=
v ©
C | x Qo
A 5
222 % ©
HEE N HEE
slale|5|Z|3|=5
bl vl A = I v
Local language public website L S I o T A
English public website [P B (P R R i
Local language IBS interface PR i (e (e [T i
English IBS interface R i (U L o i
Local symbols displayed correctly R I O I T
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Commentary

e All banks in Estonia have a public website and IBS in local and English languages. The
only exception is Nordea’s IBS that does not have an English version.

e Links to Hansapank’s IBS Latvian and Lithuanian version starting pages are provided on
the Estonian IBS log in page:

Karikas 2006 - iiritus kogu perele!

hanZa.net -
MITHEKORDSELT KASULIE == ENG RUS | Sisukord |
astu a| . Kasutajatunnus l:l Telehansa.net Turvalisus
sisse: Pisiparool véi ] Tekstiversioon Abi
parool PIN-kalkulaatorist Investor Demo
06.07.2006
teenuseinfo - e edasi. ; kuum
Laen ja autoliising ! Hinnalri | ] ROHKEM
Pensioniks kogumine + Waluutakursid MiNGURUUMl |
lnapaevased arveldused | Kalkulaatorid o
Deehet- ja krediitkaardid i Moorele i # 14.16. juuli toimub Tallinnas
Eaha kasvatamine !\ Seenioridele Veskimetsa ratsakeskuses Rahvuste

Elu javara kindlustamine wiitrnekliendile

uudised- e edzsi...

i Ootame Teie tagasisidet teenindusele.
30.06.2006 Hansapank toetab Viinisty suvestendust Elmar Kitsest i Tiitke ankeet siin!
21.06.2006 Hansapanktostah sotsiaalsete ettevitiate konkursi v tiaid :
13.06.2006 Hansapank rmuudab kontorite thidkorrsdust ja disaini

B Hansapank - www.hansa.ee Kisimused ja wvastused :: Klienditugi: 6 310 310 Privaatsus
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12.11Help system

Help system subcategory covers criteria related to availability, scope and quality of online
assistance to the users of Internet Banking Systems.

Lithuanian banks

Help system functionality for Lithuanian banks

AVERAGE

Medicinos bankas

SEB Vilniaus bankas

DnB NORD

Nordea

Ukio bankas
Bankas SNORAS

Siauliu bankas

Hansabankas

Parex bankas

SAMPO bankas

T T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

]
8 ~
%) iC) w|S
é P N EA A
0
Slalfl2| |E]5]8|<|8
Hle|§5| o S|o| 8| m|E
o8| e o c|2
%) o|lE|loc|la|O|= ©
T |2 ] Ll ]|5]|2 el
HEBEH I EREHE
©
SlS5|Z2|s |28 |3 [E|3[5
Page-level context sensitive help available + |+ -+ |+ ||+ ]|+
Glossary is provided R I PR B [T (i (Vi B (VR
FAQs are provided PR ) I R I i i i B
Full help contents provided on one page for easy searching N I I R N o B I
Visual help tools (print screens, animations, illustrations) N S IR I (R S R ) R
Possible sources of errors explained after illegal operations N T
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Commentary

e All banks in Lithuania, except Nordea, have a page-level context help available within

their IBSs.

e IBS of DnB NORD does not explain possible sources of errors if illegal operations had

been performed.

e Only 4 banks in Lithuania have visual help tools in their IBS help interfaces.

e SEB Vilniaus bankas has recommendations instead of help function:

Sahibot .
arda ir pawirc P |
FioriNLnane agneng bodas

ity bredas Pk AT e ShtaToR

Wkoispra pazhirte

fraax codan

Mzl |z nurssmc (s Syeme deks

e L Er PETY 20000708

i pavemnmas

[ Byt iy mpnchs

i

A amiseatymiame pradome
Fanacioli LA Tearnad dapsicay
BTSN st

Rstoreradosios

&l Wictinks pleigy pervedimas -
porswcmas laty ar ubsenic
withu H Siphalos Vinksi banke |
qoiesio caskaly, ezentiq SEB
“iniauz bankms arbm bEame
Lislirocie regrtiuctan hanke

B e vty gk b v kliree
Lieturacie regisinictane banke,
paptarias makéfime
mmadymas bus prkdyiasty
et i darb ciena, e i
shyar & 14,00

& Jui grenia Tazkndn yra kiwse
Lieturveie regitiustane banke,
s mokEimo i ormas
A [y keI I (s bakn
e chirfei = alsns i
15,00 vl

& Bolislo ir dvendiny disnamis
ST Rcbe s RUMCTEM s
wyhrberd erlimausie baris darb
aeny,

8l Pasirinins Hsampat nsodinig
mqrain, b mok #ma s
iy bus gt e
gt Fuodanial,
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Latvian banks

Help system functionality for Latvian banks

AVERAGE
Latvijas Tirdzniecibas banka

Komercbhanka B
Baltic Trust Bank
Regionala investiciju banka
VEF banka
banka
7 0,
Ogres Komercbhanka 67%
T 67%
LATEKO banka
N 0,
Latvijas Krajbank 67%
67%
67%
67%

67%

Parex banka:
Latvijas Biznesa banka |

Multibank

Trasta komercbanka |
SEB Unibanka

DnB NORD
Hansabanka
Nordea

Aizkraukles banka

Hipoteku un Zemes banka
Banka Paritate

1 T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

©
el | £
g c © =
© e}
= 8o " © °
= <N © < 3 °
] = S 2(c|B c S c
|l v ®© Elx| T © =] o
cle|® c|lm|ofE|.Q Q 0| o o
S|o|o|l |9 |IN|®|c I Cly|lag|
Q0| v|® ol |8 c|2|N locl|l2|lS|x|o
SlBlSIE|lolXd(s|8|3|8 2|8 e|ll|=|s|e|E
Q9| o | c|o |2 S .=|x clo|o|® ©
~|2|o|d || o = I (VAN o SlG|lR|S|e|o|¥
SIE|2]2|012|Q|u|X|lu|lv|B8|c|¥|2|8 Z|<|s
slolo|le|Z|e|¥|e|g|e c|l|o|lv|l<|S|E[S|=|8
S = ~ vwlw|=|B|l=|=|=E|c|o S| s S
Sl=|slsle|slEl2|8]2|2(3|5]58lo2lal’|y
Sls|lo|s|ls|8|l<|®|[E|®| ® OlQ|c|@| L w|l w
la|lv|loa|a|ZT|S|S|IT|S|8|S|Z|0|la|le|lc|lunl|lE|>
Page-level context sensitive help available Ea P IR I BT T T I T ) (S (2 I o (R B B
Glossary is provided + S+ - - - o + |+ |- -
FAQs are provided B R IR (i) i (i I U L N i (i i (S R (R (I S
Full help contents provided onone page foreasy | [ .| || o[ oo |alalal  lalalal [al . |+1]+
searching
Y|sual helptools(pnntscreens, animations, N
illustrations)
Possible sources of errors explained after illegal e L Ta e ta e Tl o ta s tal s Tl a el s Tl sl s
operations
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Commentary
e All Latvian banks' IBSs, except Ogres Komercbanka, provide possible error sources’
explanations after illegal actions had been performed in the IBS.
e Approximately half of Latvian banks provide their clients with a glossary of used terms
in the IBS.
e Most Latvian banks provide full help contents in one place.
e Trasta Komercbanka has an advanced context-sensitive user help interface:
7| TRASTNET 7| TRASTNET
— Pycckmid  Lakviski System functions 1
<) hitps:fftrast. net - Mozilla Firefox
Access io the Inernedhank TrastNet
el Befere you enter the program for the first time,
Apol 14] Help youneed to set your browser according to the
ﬁ:‘:j 11 Avcess to the Intermetank prescriptions given by the Bank. e
pov Trast.Net *
|+ dccess o heotematns e
. rast Met
Tras Login—user ID code, which is meant to identify the
77777 userin the Internetbank Trast Net system;
21. Password — user password is used ta identify the
usar
Deal
The password may be modified in the
L;'e Settings/Customized Settings menu
s
ol Testkay - & code from the cods card, wich idantify the
user
June
S:r' After the fields are filled in, click the Login button
Junel pone trastnet ¥ aAdblack
(ser
Done trast.net 3

It is said that the IBS manual that is available for downloading on the Latvijas Krajbanka

public website is a Word document in a WinRar achive; while it is an Adobe Reader
document. Besides, it is the only bank that archives its downloadable documents.

(WnlineBanka

E-pakalpojumi

Kontu vadibs |

Uz savu kontu

Bankas ietvaros

Péc parauga Malisdidja konia Nr.
NosutiSanai %
Standarta kurss
Nosititie
Sanemejs

Atceltie
IBAN
Mekl&t
s pases dati

Valiitu kursi Saneméeja valsis

Zinojumi

Parskaitijumi

Pa Latviju Féc parauga
Dokumenia
Starptautiskais B i
Maksajumaveids §

Sapéméja konta Nr.vai

Personas kods/ registracijas .

i

Izvélnes
7 Noguldrumi Kartes

Larvijas J KRAjBANKA

Text in help windows in IBS of Latvijas Krajbanka is of extremely small font size:

“Thittps:ionline.Ikb. v - OnlineBanka : : L))

Parckattiiona veids

“Informac:."

Etram pirkeitfong veiden, alrbd no 1 Epilles tomina, sackd ar Dakalpojienm
tarifiem 1T noteikta et iriga makse

Adblock

Done online.kb.lv 3

Latvia-Lv

Sanéméja banka

SWIFT

Liidzu izvElEties

e A

The section “Help” within VEF Banka's IBS (in Russian language mode) does not work.
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Commentary (continued)

e Having opened LATEKO banka's public website in Latvian, “IBS Tutorial” link leads to
the help-system content index in Russian, while content of help system itself is in
English:

LATEKO NET -Help

Index

Ofume Bonpock

+ Hak BOATH B Lateko NET:
+ lneHtupukauma e Lateko MET

+ YroTakoe CIF

# YT0 TEKOE MOEHTHHMEALMOHHOE YCT)
+ 470 Takoe WAEHTMHKKAUMOHHEA Tak

e Entering Lateko NET

LATEKO NET - Help

In order to connect to LATEKO MET, enter Your CIF code and serial nu

CIF code is Your code as a client of LATEKO Banka, It starts with the |y
in the bank, as well as in 2 LATEKD MET service connection contract ol

Attention! Client code shall be entered without spaces, The & letter |

If you use a DigiPass device for connecting to LATEKO NET: enter §
dalivarad with Hhe Dinin daui comthe bark cide of Hhe dovics T
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Estonian banks

Help system functionality for Estonian banks

AVERAGE

SBM Pank

Tallinna Aripank

Nordea

SEB Uhispank

Krediidipank

SAMPO

Hansapank
f T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results

Y4

c

~ ©
C | x< o

~ © c =

c o © 7 <

oo o c

gl5|z|8|2(£| 2

Sla ? -g =22 |=

2lRe|2|S|E8]F

Page-level context sensitive help available FO o IS ) I )
Glossary is provided + |8 B I e
FAQs are provided + -+ |+ - -
Full help contents provided on one page for easy searching e+ ]+ ]+ ]+ +
Visual help tools (print screens, animations, illustrations) O I S e
Possible sources of errors explained after illegal operations RN RN
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Commentary

e Hansapank is the only bank in Estonia that has met 100% of “Help"” testing criteria and
is the only one that provides glossary of used terms in IBS for its clients.

e All IBSs of banks in Estonia provide explanations of possible error sources after illegal
actions had been performed in the IBS.

e The common feature is the presence of a help system with full contents available from
a single page.

e Only Hansapank (screenshots, pictures) and SAMPO (schemes) have a visual help tools
feature.

e  SBM Pank — the IBS user is “Forbidden” to use the help system in English © (an error
message pops up if one clicks on the help link):

A 0 iR
Fie Edb Wew Foortes Took  Helo
PR R AIPEET - -l Fo by, S 3
[0E Shirw |
adoess ] hetps:jewe, srbank snbvhiengheis hirl ) i :
Fawories s} an
i a5 e I i a0
Eet. Wew ™ | Forbidden oo
£ Unks:
)5 Wee dontt hawe pormisson to avcess fwbydmghelp iml o ihis server
] e
] 5540 mal Aiddmonaly, a 404 Mot Found erres was encomtersd whils tryrg to use an
4] 55TR cublc ErredDneciret i hacidle the oo gquest
] 5520 sheaming
& sl
&) oo Taken ApacheiZ 040 (R Har) Sorver at winwsbwsbant. ez Port 443
Py .
] Cone. S P reret

e Hansapank - comprehensive financial terms glossary provided in all languages:

han“Za.net ! ey |
EST RUS : Sitemap :
B Current Account Financial Lexicon
E Channels
&) i Account statement — a staternent of the transactions done on the account
E Ccards
= §
a Deposits Administration — a service offered by banks which guatantees that the assets ofthe customer are pressred
. and that expedient security transactions are concluded; a relationship with the bank where the bank concludes
B Investing the ownership actions of the customer according to the customer's orders.
E Loan
&) etz Annuity — a series of equal payments paid periodically by a custamet for repayment of a loan_ If a Ioan is repaid
& Insurance onthe basis of an annuity schedule, the amounts paid every month are of the same size and consist of a loan
H For young principle repayment and interest calculated on the outstanding loan
E For seniors
& Ke_\" C“St"me_’ offer  Bankcard — a vard issued by a credit institution to accountholders or persons determined by accountholders
E Private Banking for doing card transactions.
E Personal Asset
® :I:IE:IQ;E:EM Banking day — a day when the hank iz open for customers for doing banking operations.
M Pricelist
B Conditions of Borrower - a customerwho has obtained a loan from the bank
product
agreements Collateral - property and proprietary rights accepted by the bank that must secure the repayment of loans to the
B Rates bank. A security or any other asset that the horrower must assign to the lender in case the borrower is unable
B Financial Lexicon to repaythe debt.
B Questions and
. 2::“:;“ Credit card — a bankcard which allows card fransactions to be done within the extent of the credit limit
established in the agreement,
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Commentary (continued)

e SEB Uhispank help system has help topics in English if IBS language is set to English,
but the help information itself is still in Estonian:

Eghierbelp g

frinterperExplorery = l:ﬂ

= TULEVIKLIMAKSED

Tulavikumaksate paringuga saste Te vaadsta ama tuleikus foimuvaid mi
« pirskomaldusi
» tavalisi maksokomaldusi, mills maksokuupdenaks alote Ta markin

@ 1. kuen 100 kuupdevan oma eelmesel kol kinnibatud kreditksand |

Krediitkaards ginelmaks antud phningus o kagastu, seega megi kui Te ole
on tulevkumakeete paNNgUEs naha [SEkuvalt eelmise kuu tehmgule kogus

Kingepeall luleb Ted valida ajavahemik , mille jooksul toimvaid rmaks
kasulada penoods kinvalikut, kust valides sobeva peno uudstakse o)
atteantud perioodi valikud & sobi, siis an vemalik a kalordnit Ku|
Jouksv kuu kalender. Te saale valida soboes kuu, sasts ja kuupdera kinr

Sanjared tuleh Tail valida konto vii kentod, mille tulsvkumakseid 16 ng

Paringu soceitamizeks vajutage nupule "Saadan paringu™

Ekruarrde kuvatakse valilud penocdd toimuvad tuleekumsksed kordode k
Kuupey, maksja'sasia, summa ja selgtus. Kui Tail antud periondil Ghtes
Kisvataksn kavastav toadn. Klikkides taboli pealkigadets on Toil véralik
surnmide i kuupdevade jheg. Kidpsales samal pealkipsl test koids, s

Iubewkusaldo.

Edasised valikuvdimalused on vidi ennevad s8tuvalt sellest, kas tegems
pilrsak Id win kreditkase

TULEVUKUURPAEVAGA MAKSEKORRALDUS

=X I

e Help system in Tallinna Aripank’s IBS was under construction at the moment of testing.
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12.12 Extra services

Extra services subcategory aims to assess how well the bank integrates various additional
financial services that are useful for users into its public website and Internet Banking System.

Lithuanian banks

Extra services in Lithuanian banks

AVERAGE
Medicinos bankas

Siauliu bankas

Nordea

DnB NORD

Bankas SNORAS
Ukio bankas

1 0y
SEB Vilniaus bankas 37%

Parex bankas

SAMPO bankas

Hansabankas

T T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

iu bankas

Ukio bankas

Bankas SNORAS
DnB NORD
Hansabankas
Medicinos bankas
Parex bankas
SAMPO bankas
SEB Vilniaus bankas

Securities trading
Enabling the securities trading from the IBS -
Filling-in the form and submitting online to the bank - - - B
A printable form is available online I
Checking the securities account online + -+ ] -] -

+ 4]+

Making securities transactions online S R S e
Pension funds ‘ ‘ ‘ ‘ ‘ ‘
Making a pension fund agreement online B
Filling-in the form and submitting online to the bank B
A printable form is available online B I B e N R I ) I
+
+

Checking the pension fund balance online - -

Possibility to switch to another pension plan at the particular bank - -
Investment funds T T T 1T 1]
Enabling the investment fund trading from the IBS R B I T ) I R
Filling-in the form and submitting online to the bank N N BN

A printable form is available online B

Checking the investment funds account online + -+ -]-]-

Making investment fund transactions online B B e I
Credit cards ‘ ‘ ‘ ‘ ‘ ‘
Opening the credit card from the IBS - e
Filling-in the form and submitting online to the bank - -
A printable form is available online + ]+
Checking the credit card balance online + |+
T

E I I I

Making credit card transactions online +
Debit cards
Opening the debit card from the IBS N I D ) I e
Filling-in the form and submitting online to the bank B e
A printable form is available online + | + + +
Checking the debit card balance online Eo I A ) A A R
Making debit card transactions online + | + + +
Leasing

[+ ]+

Checking the leasing account online
Civil insurance

Ordering the civil insurance from the IBS R I R I ) I
Submitting a civil insurance application online R I I I ) I R
A printable form is available online e e e e -
Checking the civil insurance contracts online B I D D ) B B I
KASKO insurance ‘ ‘ ‘ ‘ ‘ ‘
Ordering the KASKO insurance from the IBS R I I N e I e R
Submitting a KASKO insurance application online B I R IR D R e e
A printable form is available online e e e e -
Checking the KASKO insurance contracts online R I I ) B B B
Health insurance ‘ ‘ ‘ ‘ ‘ ‘
Ordering the health insurance from the IBS [ I R S I I e N
Submitting a health insurance application online B I e T D I e e
A printable form is available online R I U e R ) B B B
Checking the health insurance contracts online R I R I R ) I
Other services ‘ ‘ ‘ ‘ ‘ ‘

Allows writing to customer care directly from IBS (without email) |+ [+ |+ ]+ +]+]-]+
Client’s agreements with bank accessible online N I D ) I B I
Bank’s currency conversion rates accessible online Ea R S S R T AT B B
Official currency conversion rates accessible online FO o R (S VR S TS B I
Carrying out currency operations RO S S I R I ) R
Historical currency rates provided R A ) I S R
Information about cash dispensers’ (ATMs’) location available + Eo R I 2 B S I

Automatic bill payment service activation available via I1BS - + = -+ -] -
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Commentary

e All banks in Lithuania present official and bank’s currency exchange rate information.

e Only Siauliu bankas does not offer its clients an option to write to bank’s customer care

service directly from the IBS.

e None of Lithuanian banks offer possibility to enable securities or investment fund
trading via IBS. No bank in Lithuania provides any kind of functionality in insurance or

leasing fields.

e Only Nordea’s IBS in Lithuania does not support currency operation execution.

e Siauliu bankas offers the possibility to see how the currency conversion rates differ in

different cities:

address | http:ffom.sb. b

[v| s ks

2006.07.12

Preliminarus 2006 mety pirmojo pusmetio rezultatas
Pranegimas apie esmin ki
daugiau s

2006.07,04
Didinamas istatinis kapitalas

2006.07.04

i akcininku
Pranzimas apiz esmin] (k]
daugiau »

naujieny archirvas 3 naujieny ussakymas

2006.07.27

Nepakliakite i sukEiy pinklest
Listuvos barky asociacile perspéja
deugiaus »

2006.07.11
Nauiji “SB linijos” operaciju pasiragymo badai

2006.07.10
Daugiau privalumuy ¥isa Gold ir MasterCard Gold korteliy
turétojams!

skelbimy archyvas

Klauskite b Atsiiepimai >

B Siauiy bankas

Adresas: Tilzes 5.149, Siauliai (centring buveing)
Telefonas &~41 598607, faksas fvd1 430774
el. paitas info@sb.lt

atostoginiai 7

Siauliy banka turko fordas ]
Ziauliy banks investiciy valdymas

vie3butis "Alka"

waliuby kursai Siauliy mieste

2006 m, rugpiEia 3 4.
Grynosios valiutos kursai

Kodas Pirkimas Pardavimas
uso 2.6600 2.7500
GBP 5.0000 5.1300
AUD 2.0200 2.0800
BVR 0.0040 0.0043
cAD 2,3500 2,4400

isi vl kursai
¥aliuty kursai kituose miestuose:

——- TEsitinkt] miesta — =

Sialisi
s
zipéda
Kaunas
Ltena
alytus
Pancvezys
Marijzmpale

Trairiai
Skaitiuckles
Paraiskos i pragymai
Aptarnavim tnklas

valuey kursai

e SEB Vilniaus bankas offers an opportunity to inform the client when the official
currency rates reaches the price the customer wanted:

SEB vaiars

Faoreign exchange
I Currency

Currency calculator
Currency name
currency rate

Messages about currency Operation type
market prices

=]
& Messauss about regquested
=]

e-mail address:

Submit Clear

Requested currency price

| Receive a message about your requested currency price!

Home Foreign exchange Funcis Interest rates Securities Caloulators f Applications Discuzzions
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Commentary (continued)

e Hansabankas, Parex bankas and Ukio bankas offer online forms, as well as ordering
credit card via IBS.

e All banks in Lithuania, except Medicinos bankas, offer their clients debit and credit card
printable application form on their public websites, as well as an option of checking
credit and debit card account balances and executing money transfers from these
accounts.

e Hansabankas has a separate part of the IBS specifically devoted for investment

operations (Securities, Investment Funds):

advess & https:/thanza.net/hanzal Tihanzanet [v| B eo nks
~
hanZa.net === e | Es AU
Bankas Investuotojas Hansa pensija E-Paslaugos Mobilus bankas Mano pasirinkimai
Pirmas puslapis Portfelis Kainos ir analizé Fondai Profesionalus investuotojas
(e Inwestuctojss > Pirmas puslapis spausdinti
Akciios . b - indeksal 5
pirkimas/pardavimas - =
8 w DMK Vilnius IETTLZ -2B0%
Fondai g "
L | ®OMK Tallinn 63235 -0.03%
Obligacijos a
pirkimas/pardavimas , Naujieny srautas CUIHR S
I Enasdag Comp 2078.81  +0.82%
Paslaugos ir jkainiai
] - Apie naftos tiekima "Mazeikiy naftai” =Dow.Jones 1119893 +067%
aip pradéti -03-
prekyba? BN o - £5gp 500 127855 +0.60%
AB “Alitaus tekstilé™: valdybos priimti sprendimai
2006-08-03 » ®DJ STOXK Tech 26787 -082%
i akeija 7
Rasti akcija © AB "Sanitas™: dél Lenkijos farmacijos jmonés "Jelfa” S.A.  ®DJ Euro STOXX 50 IETIIE -0.46%
[0 _resti|  akeiiuispirkimo = RTS 1593.54  +1.51%
2006-08-02 » -
SHUE 2218298 -010%
Konsulaciios it | 31sainos w520 302246 -2.43%
OCEILILS) @ HELSINK] H0ret
tel B-6 268 44 44 Rugpjiicio 3 d. Baltijos saliy akcijy rinky apzvalga (angly k.) ~ ~
el. pastas 2006-08-03 » - investuotojy akiratyje
Investor@hansa.t Rugpjiiéio 3 d. valiuty rinkes dienos apvalga TEOILNVL 214 LTL -0.46%
I B . PZVILVL 3.98 LTL -0.50%
HUOTOdos Rlnlgg!lnlgua 22 (I; Lietuvos akciju rinkos apzvalga BSUTLYL 46,00 LTL
Vilniaus verykiniy Hansabank Markets - Mazeikiu Nafta acquisition update BNGTLWL 810 LTL +1.25%
P i 2006-08-02 » VBLILVL 19.50 LTL
Wertyhiniy popieri i it altij ity akcijy i avaiting apz VTR
knm”‘YS‘ I popieny Rugpjiicio 2 d. Baltijos saliy akcijy rinky savaitiné apavalya APGILYL 7.85 LTL L053%
ia (angly k.
Centrinis vertybiniy 2006-08-02 » GRE1ILVL 2.81 LTL
popigrily Rugpjiicio 2 d. valiuty rinkes dienos apzvalga ILILVL 10.50 LTL -0.38% ™

Sampo bankas’s IBS has problems with English version of IBS — only menu tabs are in
English, while other content of the system remains to be in Lithuanian. Besides, if one
chooses English before log in to the IBS, the IBS language will remain to be Lithuanian.
Only after changing language in the IBS, the menu is shown in English.
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Latvian banks

Latvijas Krajb

AVERAGE |

Multibanka |

Regionala investiciju banka |
VEF banka |

Extra services in Latvian banks

Latvijas Tirdzniecibas banka ]

K bank Itik

Ai. banka
Ogres Komercbanka |
Nordea |
Trasta komercbanka |
banka |
DnE NORD |

Banka Paritate
Latvijas Biznesa banka7
Baltic Trust Bank |
LATEKO banka |
Hipoteku un Zemes banka |

33%

33%

33%

SEB Unib

42%

Parex banka |

Hansabanka

0%

52%
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T
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Higher figures represent better results
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Detailed testing results

izkraukles banka
altic Trust Bank
rasta komercbanka
EF banka

A
B

Komercbanka Baltikums
Banka Paritate

DnB NORD

Hansabanka

LATEKO banka

Latvijas Biznesa banka
Hipoteku un Zemes banka
Latvijas Krajbanka

Latvijas Tirdzniecibas banka
Multibanka

Nordea

(Ogres Komercbanka

Parex banka

Regionala investiciju banka
Rietumu banka

ISEB Unibanka

Securities trading

Enabling the securities trading from the IBS R B + -] -
Filling-in the form and submitting online to the bank - - IB - B B - e -1 B B
A printable form is available online [ S I i I o I e e
Checking the securities account online B e e e e
Making securities transactions online L T e T R I e B T
Pension funds ] ‘ ‘
Making a pension fund agreement online NS I e I ) ) I B
Filling-in the form and submitting online to the bank R EEeETEETEEEEEeEeE
A printable form is available online el - - - - -+ -]-1+]-1-
Checking the pension fund balance online - -1-1-1T-1-1T-1T-0F-1-1T-1-1-1-7T-1-1-71-71-
Possibility to switch to another pension plan at the B

particular bank

Investment funds

Enabling the investment fund trading from the IBS -+ -T-1-1-1-1-1-T-1-1T-71-1-
Filling-in the form and submitting online to the bank e+ -T=T-T-T1T-1T-1T-1T-17T-1T-71-71-
A printable form is available online B e e e
Checking the investment funds account online BN e D S D S S I L e
Making investment fund transactions online NS D ) D S S S i e e e
Credit cards [ ‘ ‘
Opening the credit card from the IBS B e e e e
Filling-in the form and submitting online to the bank e 1 -T+1-1T-
A printable form is available online [+ - +[+]-]- S+ - -T+T+1+7-
Checking the credit card balance online R e
Making credit card transactions online BN T I T I R I I R T O R T T
Debit cards ] ‘ ‘
Opening the debit card from the IBS N S I R I D i D B D R e e |-
Filling-in the form and submitting online to the bank R - [ I D I
A printable form is available online F S S T D R D A R T D B e o T
Checking the debit card balance online B N o B O A I BN e
Making debit card transactions online + |+ [+ + |+ + + [+ |+

Leasing

Checking the leasing account online

Ordering the civil insurance from the IBS
Submitting a civil insurance application online -l - - -T-1-T-1-1-1-1-1-7T-1-1-71-1-
A printable form is available online ST -1 -T-1-T-1-F-1T-T-T-T-1T-7T-7T-7T-71-71-
Checking the civil insurance contracts online - -1-1-1T-1-1T-1T-T-1-17T-1-1T-1-7T-1-17-1-71-
KASKO insurance ‘ ‘ ‘ ‘
Ordering the KASKO insurance from the IBS ST -T-1-1-=1-1-=1-7-1-01-1-7-

Submitting a KASKO insurance application online -l - -1 -T-1-T-T-1-1-1-1-T-1-1T-1-1-
A printable form is available online BN S S S S I e I I L D B ) R [ I
Checking the KASKO insurance contracts online -t -F-1-1-1-1-1-F-1-0[-1-7-
Health insurance ] ‘ ‘
Ordering the health insurance from the IBS -1 -1-1-1-1-7-1-1-1-7-

Submitting a health insurance application online N
A printable form is available online e - - - - -T--1-17-1T-1-1-
Checking the health insurance contracts online -1 -T+1-T-1T-0-1-1T-1-1-01-7-1-1-71-71-

Other services
Allows writing to customer care directly from IBS

(without email) RO IS S R (S IR AT BTN o A S B (S AR R TR I B S
Client's agreements with bank accessible online - -T=1-T-1-T-1T-T-1-T7T-1T-1T+1-7-1-7-71-7-+-
Bank’s currency conversion rates accessible online e+ [+ + [+ [+ ]+ ]+ |+ +[+]|-[+[+][+]+]+]+]+
Official currency conversion rates accessible online L IR B I B ) I B I B (R + + |- -
Carrying out currency operations ]+ [+ ++]+[+x]+]-]+[+]-[+[+]+]+]-]+]%
Historical currency rates provided -+ -]-1+]+[-|+]- T+l +-T+T+1-[+
Iar:/facilr:?jeuon about cash dispensers’ (ATMs’) location el el e bal o el el ool ool elal ]
ﬁal;tomatic bill payment service activation available via N
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e All banks in Latvia, except Nordea, present official currency exchange rate information.

e No bank in Latvia offers KASKO or Civil Insurance services within their IBSs.

e  Only Hansabanka's IBS allows its users to check a health insurance balance in the IBS.

e DnB NORD, LATEKO Banka and SEB Unibanka's IBSs are the only ones that do not offer
their users possibility to write to a bank directly from the system (i.e. without any e-
mails).

e  Komercbanka Baltikums is the only bank that has a printable health insurance form on
its website.

e Only 3 banks in Latvia — Hansabanka, LATEKO Banka and SEB Unibanka — offer their
clients an option to check a leasing account via IBS.

e Hansabanka has a very convenient currency exchange rate archive within its IBS that is
customizable and has an option to export data into a file:

Address & https: . hanzanet.lvhanzalhanzanetL¥; jsessionid=Gy JREbr 2ZMZs208bFkEZpmbQChHNw TWIhOsmpi2) TsL 1GEFTI-604112139 v

INVESTORS HANSA PENSTIAS E-PAKAL POIUMT MOBILA BANKA
Sakumlapa Parskats Maksajumi Kursi Ligumi Pieteikumi Bankas zinojumi

Valiity kursi BAMKA = Kursi = Kursu arbivs drukat

Yalitas maina O visas valiitas noraditaja diena @ Izvelatas valittas laika perioda

Kursu arhivs

Perioda sakums |17 |w | idlijs w | | 2006 |w
Perioda beigas |9 v | |jdlis | | 2006 |w|
[“]visas valitas
[aTs [ aup [ BEF [ aon Mer
(Austrijas Silind) (Australijas dolars) (Ele\‘é\jasfranks) (Bulgarijas leva) (Baltkrievijas
rublis)
[ cap [ cHF [ csp Fcve Mezk
(Kanadas dolars)  (Sveices franks) (Kipras marcina) (Cehijas krona
[ DEM [ DKk 7 EEK [elEesp [FEUR
Vacijas marka)y (Danijas kronay {lgaunijas krana) (Spanijas {Eira)
peseta)
[#IFint [“IFRF [¥lcar [l 6RK [¥IHRK
(Bomijas marka) (Franciias franks) iLielbritanijas sterlinu (Gruzijas) (Horvatijas kuna)
marcinay
[#IHUF = [m [upy kAR
{Ungarijas forints)  (Trijas marcina) (Italijas lira) (Japanas jena)  (Kirgizstanas
s0ms)
LT [#ImMpL NG [l nok G
iLietuvas lits) (Moldovas |eja) (MNiderlandes guldenis) (Narvadijas iPolijas zlots)
krona)
FPTE [“Iron #RuUB [FIrRurR [#]5DR
iPortugales {Kriewijas rublis) (Krievijas rublis) SDR
eskudo)
€] Done S @ Internet
.

There is a convenient and distinctive card comparison table present on the public
website of Latvijas Krajbanka:

b

Makea p
Lawiis

Srewnds

Manstrn Wisa - Flactron Wisa - Flactron
arte vindkarta
standarta tasifs  Darhumu tards
5 i 5
» i »
Pirkumi ] 5 ]
baz makess 1 baz makise
bas makese 500 Ls
030 Ls
Krbjbarikss, SE0 baz makrsr 0,30 Ls baz makrsr
Unils btk s, B

beif
Hang st ank s Bankas
auanen Srns

et banku bankas
sunarn Sns

Privatparsonu debetkarsu

HEL druked
salidzinajums

keSjambe

3¢ pirkumis

Bz makiar bae makias Bas makiar

0.5 % 0.5 % 0.5 %
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Commentary (continued)

e In the IBS of Parex Banka user may change his pension plan supervisor, choosing from
a list of all available supervisors:

e | @) hetp Ik e WIBEEbrebas phataslisd 4 Frvcat, Aabark ekat=s. dy |
| _..E..-_ ....... e T B
P —— AR MAKERIUMU KARTEI! l =) J

Distebties | Eaaiile
o]

PENSIIU SISTERAS 2, LIMENES [valsts kases guidiamy

deehlu pdrabdiijam et pif

fsen
PAREN PIEDAYATIE TEGULD L0500 O,

& 8 @ viere

e DnB NORD has a convenient debit and credit application form on its public website:

inNoRD 8 Loy b
[ Pieteikums noré&kinu kartes sapemsanai

Comcnstricin  Pofizka keiodand
Dl HORD Banka piedBvd saviem klientiam jaunu pakalpajum - norgkinu kamas pistedurmu sizpldiEany

Inknrnath. s juress tink piadivits tai pri
INSTRUMENT! Lai saprmi karti, Jums nepieciedams:
irvEl#ins kartes verdu;
Kalkulaton 5
* inparties ar Kooty sckalpoianas un karis listod naanib uTeen;
Pinteikumi

© Aizpdit pintaskums farmu, norkdot Dol RORD basks Fidli, kurd 1o valsting sagmint karti;

ma nording kartes

* ispazities ar cenrid,

Higstekcd kredta

welekuma furma Pisteiums rekavijoties Uhs nes0tis uz J05u vl fdll.
Jums plezvanis bankss Serbaveics, lal paskaidroty karos Fapemdanss kEMby un infermaty 105 pae
negeeciosamaliem dokumentism

WiSA Blectron
VIEA Fteri o
| Centralas birojs Maeztro
B Slatana - v,
LR2H03 YRR ol
MasterCard Stanciard

Ar conrlids var inpasins fod.

e When a user enters a future date in the Ogres Komercbanka's IBS section of historical
exchange rates, an incomprehensible error message is being displayed:

Address | €] https: Jportal.okb. hyjegi-binjfhbftu3jtu_htm.plflang=RUS&bank=Bapp_id=43778sid=Print peczd EFe78T 1229242200 300 | [ Go
a ODHIEATEHEIE KYPCBE BT OGRES KOMERCBANKA I
e | 2008 (]| 11 [+] [ 20 [ [ Oémozure | [ % nocaemosi o

===>FHB Enor:

HejeficTBHTEIEHETR TAPAMETPEI HACTPORKH JAHHEIX
=>Caller rain

=> 3@ - Undefined subroutine &main-Derit salled at foptihttpdiss]_ sgi-binfb/tuitu3_fr2 pl line 123
=> 31 Ilegal seck

OFFICIAL
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Estonian banks

Extra services in Estonian banks

48%
AVERAGE
15%
Tallinna Aripank
26%
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50%
Krediidipank

SAMPO
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Securities trading
Enabling the securities trading from the IBS

¥
S

+

Filling-in the form and submitting online to the bank

A printable form is available online

Checking the securities account online

Making securities transactions online

Making a pension fund agreement online

N
Pension funds
+ +

Filling-in the form and submitting online to the bank

A printable form is available online

Checking the pension fund balance online

Possibility to switch to another pension plan at the particular bank

Enabling the investment fund trading from the IBS

Investment funds
+ -

Filling-in the form and submitting online to the bank

A printable form is available online

Checking the investment funds account online

Making investment fund transactions online

Opening the credit card from the IBS

T
Credit cards

Filling-in the form and submitting online to the bank + ++] - -
A printable form is available online + o] -
Checking the credit card balance online + +l+ |+ ]+ ]+
Making credit card transactions online + + -+ ] -]+
Debit cards L
Opening the debit card from the IBS S+ -] -
Filling-in the form and submitting online to the bank + -+ -] -

A printable form is available online

Checking the debit card balance online

Making debit card transactions online
Leasing

Checking the leasing account online
Civil insurance

Ordering the civil insurance from the IBS

|+ +

Submitting a civil insurance application online

A printable form is available online

Checking the civil insurance contracts online

Ordering the KASKO insurance from the IBS

+
KASKO insurance
+ |+ | -

Submitting a KASKO insurance application online

A printable form is available online

Checking the KASKO insurance contracts online

Ordering the health insurance from the IBS

+
Health insurance
+ | -

Submitting a health insurance application online

A printable form is available online

Checking the health insurance contracts online

Allows writing to customer care directly from IBS (without email)

Client’s agreements with bank accessible online

Bank’s currency conversion rates accessible online

Official currency conversion rates accessible online

Carrying out currency operations

Historical currency rates provided

Information about cash dispensers’ (ATMs’) location available

Automatic bill payment service activation available via IBS

A+

]|+ ]+
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e All banks in Estonia offer possibility to check credit and debit card balances online.

e Tallinna Aripank is the only bank in Estonia that does not offer its clients options to
check a pension fund account balance, to make a pension fund agreement online and
to fill in pension appliance form online and submit it.

e  Only SBM Pank in Estonia does not offer a feature of checking user’s leasing account
via IBS.

e Nordea, Krediidipank, SAMPO, SBM Pank — pension services available only via
independent environment - http://www.pensionikeskus. , Which is linked to at the
websites of the banks or their IBSs.

e  SEB Uhispank has a nice, colorful, interactive and informative credit card information
and application flash-based page:

S‘E‘B EESTI UHISPANK
mEST gRUs @ENG

Private Business Corporates and Institutions: SEB Eesti Uhispank

Lier poun ussans

| Products and services |
(2 Accounts and payments
Channels
[# Payment Cards

# U-hlet Business

Desit Cards: ¥ To U-tet main page
ISIC and ITIC Cards
U-Cardl NG THE CARD
Crecit Cards Contact [N
MAGHET HOW DOES 5 .
{TWORK? Caill center: 665 5100

#  intog@sshee
# Locations

[# Losns and leasing

(2 Investments and deposits
[# nsurance

£] Currency and money market

| Econamy |
[# Exchange Rates Read more [N
@ Rates # Conditions of credit cards
(2 Fund rates # Gald Cards
3 Calcuistors

| Special Offers
[# For new customers
[ saldo + ok
[2 Current campsigns

o Nordea — a credit card application form available online without entering the IBS:

O Loqin to Solo | | Eesti keeles | G} Contaces | %z Sitemap | (S Prine

&¥ Home | Private customers | Corporate customers | AboutMNordes ‘

Private c » Home > Private customers > Bank cards > Credit card application
Bank cards Credit card application
Maestro D Elactronic Application Form

MasterCard Standard Security

MasterCard Gald
The data transfer channel used for forwarding this electrenic credit card
application is encrypted with the SSL protocol. The encryption prevents
ather persons from viewing and altering the data submitted ta the
bank.

Topeltneto

Credit card application

The browsars suitable for using this seruice automatically sst up the
encryption at the beginning of the connection. The notice of the
encryption shall be forvarded to the dient via the browser used.

The following browsers are suitable for using the service:

+ WINZ-environment: Metscape 3.0 or MS Explorer 2.0 or newer
+ WIN9S-enviranment: Netscape 3.0 ar MS Explorer .0 or newer
- Apple Maclntosh: Netscape 3.0 of newer

+ Others: Metscape 3.0 ar M5 Explarer 3.0 or newer

The bank does not recommend the use of Beta or Preview Release
versions as their security may be lacking, The bank shall not assume
responsibility for the functioning of the programmes used by the
client.

The existence of the SSL protocal in Netscape and Explorer browser
versions 4.0 i indicatad by the lack icon an the bottarn of the brawser
screen. Clicking on the lack enables you to see the security certificate,

The client shall be respansible for the functioning of the data transfer
channel and the services used in submitting the dsta, The bank shall
be responsible for the protection and pracessing of the forvarded data
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Commentary (continued)

e Investment fund opening, securities and funds transactions in Nordea are available only
through bank'’s branches and offices or via telephone bank; there is no way how one
can apply for these services online.

e  SBM Pank, Nordea, and Tallinna Aripank — these banks’ IBSs do not enable the user to
apply for any type of insurance; one has to visit a branch office for that. No access to
insurance contracts online.

e SAMPO has a separate webpage for leasing solutions, with a possibility to send an
application to the bank online, as well as full information on provided services (also
including leasing calculator):

i . w ﬁ Partnetile
S SAMPO : eLiising? G

Tere tulemast! ¥

Mugavad finantseerimislahendused Sampost

Pakume Teile nii séiduki-, seadme- kui ka |
kinnisvaraliisingut. K3esolevas internetikeskkonnas saste !
vélja arvutada Teile sobivad finantseerimistingimused ja
edastada oma liisingusoovi Sampole. Meie kliendihaldur

witab Teiega Ohe tidpéeva jooksul dhendust, Yaata

lahemalt...

Insurance agreements are made in Estonia not directly inside the bank’s IBS, but
through main insurance company'’s bound with the system, e.g. ERGO, If Eesti, Salva,
Seesam, etc.
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13. Clarity

TeSting FunCtiona”ty - - -

13.1 Overall Clarity test results

Lithuanian banks

Overall Clarity test results for Lithuanian banks

AVERAGE
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Ukio bankas
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Higher figures represent better results
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Latvian banks

Overall Clarity test results for Latvian banks

AVERAGE |
Ogres komercbanka |
VEF banka
Latvijas Biznesa banka |
Latvijas Tirdzniecibas banka |
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Multibanka |
Rietumu banka |
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Trasta komercbanka |
DnB NORD |
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Hipoteku un Zemes banka |
Komercbanka Baltikums |
Aizkraukles banka
Hansabanka
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Higher figures represent better results
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Estonian banks

Overall Clarity test results for Estonian banks

AVERAGE
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SEB Uhispank
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Higher figures represent better results
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13.2 Public website clarity

Lithuanian banks

Public website clarity test results for Lithuanian banks
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Latvian banks

Public website clarity test results for Latvian banks

AVERAGE |
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Higher figures represent better results
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Estonian banks

Public website clarity test results for Estonian banks
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General comments on public website clarity test results

Public website clarity test results show that Baltic banking executives still do not pay enough
attention or devote sufficient amount of resources to their e-solutions development. Dominant
part of Baltic bank websites remains to be far from what could be called a "fully functional, user-
friendly and professional” public website of a bank.

Most Baltic banks still treat their websites as a brochure-ware or some kind of a reference tool.
This is a far cry from what most users actually seek when taking the trouble of visiting a financial
institution’s website.

Meanwhile, the positive thing is that in a year’s time banks have done plenty of improvements
redesigning their public websites, bringing more functionality and user-friendly interface
solutions. Many websites feature acceptable visuals and sensible color schemes, most of them
provide lots of useful information. But the point where most of them fail is usability and rational
navigation system. And what is the use in publishing lots of information online if users are
unable to get to it?

On the way for improvement, banks gradually understand the necessity of using interactive
solutions that not only assist public website users in locating the necessary information within
the website, but also ensuring bank — client communication features. Such type of solutions
create a friendly environment for users, making the bank be perceived as much more “open”
and “sensitive” towards user opinions, questions and problems.

Regarding website organization and informational content there is still a huge field for
improvement. Main drawback of existing Baltic banks’ public websites is that either there is no
information about important bank services or this information is outdated. Or, the information is
present on the website, but due to poor structure and organization of a website, users are
unable to locate it.

All in all, the things that most bank websites need and are currently lacking are quite simple.
Banks need clear and user-friendly navigation systems. Users are usually glad to find a clear
structure, built-in search tools. Banks need logical layouts with texts rendered in sufficiently large
typefaces, so that visitors (especially the ones that are visually impaired) can actually read what is
provided. Banks need interactive tools and virtual assistants rather than endless texts with boring
descriptions of every option available. Banks need effective and flexible feedback options, so
that users can decide for themselves, when and how to get into contact with their customer
support staff. Banks need consistency, so that users may anticipate the results of their actions
online.
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13.3 Internet Banking System clarity

Lithuanian banks

Internet banking system clarity test results for Lithuanian banks
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Latvian banks

Internet banking system clarity test results for Latvian banks
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Estonian banks

Internet banking system clarity test results for Estonian banks
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General comments on Internet Banking System clarity test results

While bank’s websites are being updated and re-designed, the Internet Banking Systems in most
cases remain unchanged in terms of usability and navigation optimization. Moreover, smaller
banks tend to follow IBS navigation patterns set by the largest banks, which is not always a
winning strategy.

Users generally admire the possibility to enter their usernames or initial passwords while still on
the public website. Positive trend was observed this year: 2 banks in Estonia, 2 banks in
Lithuania and almost half of banks in Latvia allowed users entering their usernames or initial
passwords on the bank’s homepage. Disappointingly, there is still a large number of banks that
choose to "hide" the IBS login form, forcing the users to waste time searching.

Bank requirements towards the types, lengths and numbers of passwords used for entering IBS
differ a lot, raising suspicions that some banks are sacrificing usability for marginal
improvements in security that are mostly useless. Our field tests convinced us that the more
complex login procedure is required, the more mistakes users generate, resulting in frustration,
waste of time and increased load on the bank’s customer service hotlines. However, experience
suggests that Internet Banking Systems are usually run by IT people who are obsessed with
security but rarely concerned with usability or user satisfaction. The question is whether they
should be the ones in charge of IBS management.

Clear navigation, consistency and simplicity in Internet Banking Systems is even more important
than in the public websites. Banks should therefore avoid overly aggressive graphics, "loud" color
palettes and any kind of clutter that obstructs access to the most frequently used tools and
reports.

Online help system is yet another area where significant improvements are needed. Having
stumbled into a serious problem, the least thing one would want to do is to read a three meters
long general help document. Therefore, context-sensitive help should be available at least on a
page-specific level, if not on an element-specific level.

Lastly, majority of the analyzed Internet Banking Systems tend to be rather confusing for new
users, especially for less IT-proficient users and the ones that do not have time for reading
manuals or trying out demo versions. Provided with enough time, users usually got used to the
systems, regardless of their difficulty. However, dedicating time for such learning process is a
luxury to most users. Banks need to remember that new users currently signing up to their IBSes
tend to be newbies on the Internet as well. If they do not feel comfortable enough the first time
they try using a bank'’s IBS, they may well get back to doing their banking through conventional
branch outlets, or try using another bank’s IBS.
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13.4 Individual Clarity test results for Lithuanian banks

Bankas SNORAS - 83%

Public website - 88%

Bankas SNORAS

0% 100%

Clarity of details on opening bank account |
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positi

e Good understandable design, easy to use vertical menu.
e The link to IBS can be reached from every place of the website.

Negative user notes

e The webpage is loading very slowly.
e Some hyperlinks have the same color as text, therefore they are difficult to identify.

Internet Banking System - 79%

Bankas SNORAS

0% 100%

Clarity of LOG IN to the e-banking system ] 90%
\
100%

|

Clarity of checking the BALANCE of user account |
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability
Clarity of navigation §

Higher figures represent better results
Negative user notes

e Too many steps with unnecessary pages in the log in procedure.

e One has to know the name of the IBS otherwise it is hard to find the log in page.

e Links are sometimes hard to separate from text.

e Log in with a popup (for entering password from the password card) feels insecure.
e  Function names and grouping are unclear.
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DnB NORD - 77%

Public website - 74%

DnB NORD

0% 100%

Clarity of details on opening bank account ‘
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Users appreciated public website’s clarity of navigation and clarity of information about

loans.
Negative user notes
e Homepage looks like a picture, links do not look like links and it makes navigation
tricky.

e [f one uses a computer without Flash software installed, there is no possibility to use
the website properly because the main menu as well as the fist page is not displayed
correctly.

Internet Banking System - 81%

DnB NORD

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account |
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability
Clarity of navigation §

Higher figures represent better results

Positive user notes

e Users appreciated clarity of the balance checking procedure, as well as the way
functional elements are being presented.

Negative user notes
e Money transfer procedure is too complicated.
e TAN codes are too long and have no intervals between digits on the code card, making
it hard to enter them correctly.
e Calendar is rather difficult to find, because there are no icons leading to it - only the
hyperlink.
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Hansabankas - 84%

Public website - 78%

Hansabankas

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
e  Due to clear navigation one can find the necessary information very easily.
Negative user notes
e Website is overloaded with unnecessary information (more advertisements than

information); no exact information (prices, conditions etc.).

e One has to look very carefully in order to locate the link to the section for private
clients on the first page.

Internet Banking System - 91%

Hansabankas
0% 100%
Clarity of LOG IN to the e-banking system 100%
Clarity of checking the BALANCE of user account 100%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Alllinks are clearly seen and are understandable, the IBS is very convenient.
e  Money transfer procedure is very clear and quick.
e Itis convenient that one can fill in forms for taking a loan via IBS.

e Terms used in IBS sometimes are confusing.

e The system does not have a calendar function, which makes the account statement
look-up procedure complicated.
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Medicinos bankas - 83%

Public website - 81%

Medicinos bankas

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

e The website has more colors than other banks’ websites.
e The menu is convenient.
e The website is easy to navigate.

Negative user notes

e The log in to the IBS button is in unexpected place.

e There is not enough information on the website (e.g. what documents one needs for
taking out a loan, no interest rates’ information).

e Navigation meniu is complicated.

Internet Banking System - 84%

Medicinos bankas

0% 100%
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Clarity of LOG IN to the e-banking system
Clarity of checking the BALANCE of user account

Clarity of getting the STATEMENT of user account 85%
Clarity of making a TRANSFER
Clarity of LOG OUT m

Presentation of functional elements 95%
Clarity of layout 80%

Text readability

Clarity of navigation |

Higher figures represent better results
Negative user notes

e During the process of getting account statement, the calendar disappears in one
second after clicking on it. In fact some users could not find the calendar because there
is no icon - only a very small link.

e The way from inputting the necessary information in the money transfer form to
completing the transaction is too long.

e TAN codes are too long (10 symbols) and are hardly readable due to small font size.
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Nordea - 63%

Public website — 57%

Nordea

0% 100%
. —1
] 33%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
e There is not enough information on the website.

The text size is very small thus it is hard to read the information.
e Website navigation menu is too overloaded with links.

Internet Banking System - 68%

Nordea

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results

Negative user notes

e The procedure of executing the local money transfer is very complicated. The password
card has different passwords - some of them have to be stroked off, others not -
therefore one gets very confused.

. It is completely unclear where the money transaction has to be confirmed. There
should be additional button where one could see the unsigned money transactions list.
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Parex bankas - 80%

Public website — 77%

Parex bankas

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Negative user notes

e No possibility to return to the previous page without using “back” button of the
browser.

Internet Banking System - 83%

Parex bankas

0% 100%

Clarity of LOG IN to the e-banking system 100%

Clarity of checking the BALANCE of user account 100%
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Users of IBS appreciated the process of logging in and checking the account balance.
e  Users perceived Parex IBS as very practical, with no unnecessary information.

Negative user notes

e There is no “back” button in the IBS. It is hard to go back to previous page.
e Itis unclear where it is possible to confirm the transaction. There should be additional
button where one could see the unconfirmed transactions’ list.

e log off button is at unexpected place (it should be on the right top corner, not left),
thus it is hard to find it.
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SAMPO bankas - 84%

Public website — 88%

SAMPO bankas

0% 100%
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Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positi

e One of the best websites from the users’ point of view in terms of used colors, icons
etc.

Negative user notes

e One needs to load several pages to see the desired information.

Internet Banking System - 80%

SAMPO bankas

0% 100%

Clarity of LOG IN to the e-banking system ] 85%
Clarity of checking the BALANCE of user account | 95%
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER
Clarity of LOG OUT
Presentation of functional elements

Clarity of layout

Text readability
Clarity of navigation |

Higher figures represent better results
.

e  Users appreciated the “Information” button in the left menu.

Negative user notes

e The IBS log-in passwords are made of letters and numbers, which makes it highly
inconvenient to read and enter such data.

e Several pop-ups appear while logging in to the IBS.
e  The calendar does not have names of weekdays.
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SEB Vilniaus bankas - 81%

Public website — 73%

SEB Vilniaus bankas

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e Visually the public website is organized very conveniently.
e Users appreciated that the website has buttons for going to previous page.

e  Bank uses term “credit” instead of word “loan”, which is confusing for some users.

e Due to loads of information, it is rather hard to find necessary information.
e There are too many advertisements (banners etc.) on the website.

Internet Banking System - 90%

SEB Vilniaus bankas

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positive user notes

e Users admired the fact that to complete most frequent tasks one needs only two first
menu items.

Negativ r not

e Itis inconvenient to mandatory indicate the purpose of transaction while executing the
money payment.

e  Local transfer could be named in full name instead of abbreviation “Local”, as some
IBS users got confused about the meaning of this function.

e Log in passwords from the password cards are hard to read.
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Siauliu bankas - 76%

Public website — 75%

Siauliu bankas

0% 100%
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] 48%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e Users appreciated the clarity of the public website navigation and information
presentation.

e Users found it easy to search for necessary information within the website.
Negative user notes
e The text size is too small.

e There is not enough information on main banking products.

e The loan calculator does not work properly, i.e. it displays an error message that the
data was entered incorrectly, it does not provide possible solutions.

Internet Banking System - 77%

Siauliu bankas

0% 100%

Clarity of LOG IN to the e-banking system ]85%
Clarity of checking the BALANCE of user account 100%
Clarity of getting the STATEMENT of user account 85%
Clarity of making a TRANSFER 75%
Clarity of LOG OUT 85%
Presentation of functional elements 78%

Clarity of layout 85%
Text readability 74%
Clarity of navigation 67%

Higher figures represent better results

Negative user notes

e Long passwords (10 symbols) in the password card are very inconvenient.
. Money transferring process is unclear, input fields are inconvenient.
e No explanation on what password is needed for confirming the transaction.
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Ukio bankas - 89%

Public website — 89%

Ukio bankas

0% 100%

Clarity of details on opening bank account ‘
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e Headings are clearly seen.
e Names of links are very clear, necessary information is easy to find.
e The information about services is complete.

Negative user notes

e There are too many advertisements of services.

Internet Banking System - 89%

Ukio bankas

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout
Text readability
Clarity of navigation

Higher figures represent better results

Positive user notes

e Users liked the cleanliness of design and the menu organization.

e The log in field on the first page of the public website is very convenient.
Negative user notes

e The procedure of money transferring has too many steps.
e Some users got confused while trying to get the account statement.
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13.5 Individual Clarity test results for Latvian banks

Aizkraukles banka - 88%

Public website — 90%

Aizkraukles banka

0% 100%

Clarity of details on opening bank account I ]187%
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi
e Convenient and easy to use website.

e  Users expected specific information on credit interest rates, however were able to find
only interest rate ranges.

Internet Banking System - 85%

Aizkraukles banka

0% 100%

Clarity of LOG IN to the e-banking system | 100%

Clarity of checking the BALANCE of user account | [
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability 91%
Clarity of navigation |

Higher figures represent better results
Positi

e  Money transfer procedure is clear and quick.
e Interface color palette adds-up clarity for navigating within the system.

Negative user notes

e There is no calendar function for getting an account statement.
e It takes a while to find out where one can make a money transfer in EUR.
e Terms used are not intuitive.
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Baltic Trust Bank - 68%
Public website — 68%
Baltic Trust Bank
0% 100%

Clarity of details on opening bank account

L
2
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B

Clarity of details on holding deposits
Clarity of details on taking a loan
Clarity of information presentation
Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results

Positive user notes

e The layout of information about credits and deposits is convenient.
Negative user notes
e IBSlog in field is present only on the first page of a public website.

Internet Banking System - 69%

Baltic Trust Bank

0%

100%

Clarity of LOG IN to the e-banking system

] 65%

Clarity of checking the BALANCE of user account

[100%

Clarity of getting the STATEMENT of user account 30%
Clarity of making a TRANSFER
Clarity of LOG OUT

Presentation of functional elements

15%

Clarity of layout
Text readability
Clarity of navigation

90%
78%
72%
66%
76%

Higher figures represent better results

Positive user notes

e Account balance is displayed after log in.

Negativ r not
e No calendar is present in the account statement section.
e |tis difficult to execute a money transfer in EUR.

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their
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Banka Paritate - 63%

Public website — 55%

Banka Paritate

0% 100%
. —

I43%‘

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e  Search system on the public website is very convenient.

Negative user notes

e Font size is too small.
e Hardly noticeable log-in field.

Internet Banking System - 71%

Banka Paritate

0% 100%

Clarity of LOG IN to the e-banking system 100%
Clarity of checking the BALANCE of user account 100%
Clarity of getting the STATEMENT of user account 35%
Clarity of making a TRANSFER 40%
Clarity of LOG OUT 75%
Presentation of functional elements 75%
Clarity of layout 80%
Text readability 64%
Clarity of navigation 71%

Higher figures represent better results
"
e Log-in screen is clear and user-friendly.
e  Functions of IBS are not organized in an expected manner.
e The font size sometimes is not large enough (e.g. in the section with currency

exchange rates).
e Users expected more functions.
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DnB NORD - 76%

Public website — 73%

DnB NORD

0% 100%

L 1

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

~
N
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Higher figures represent better results
e Users experienced problems finding necessary information.
e  Fonts used on the website sometimes were hardly readable.

Internet Banking System - 78%

DnB NORD

0% 100%

Clarity of LOG IN to the e-banking system ] 85%
Clarity of checking the BALANCE of user account 1 100%
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER
Clarity of LOG OUT
Presentation of functional elements
Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results

Positive user notes
e  Users appreciated that the account balance is shown on the first page of the IBS.

e Money transfer procedure is very convenient.
e  The system overall is convenient.

Negative user notes

e Password codes are too long and hardly readable.
e No calendar feature available.
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Hansabanka - 89%

Public website — 89%

Hansabanka

0% 100%
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Clarity of details on opening bank account ‘
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positi
e  Friendly, optimized and intuitive public website layout.

e  One can easily find everything he/she needs.

e The website is well-structured; information is located in the expected places; the design
and color scheme is very friendly and nice.

Internet Banking System - 88%

Hansabanka

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e |tis a great solution to show the account balance on the first page of IBS.
e Very simple local transfer form.
e Itis easy to find link to IBS log in page and the procedure itself is fast and convenient.

Negative user notes

e There is no calendar tool in the account statement section.
e Necessary data fields are not marked in any way in local transfer form.
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Hipoteku un Zemes banka - 80%

Public website — 72%

Hipoteku un zemes banka

0% 100%
. —

I53%‘

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation J

Higher figures represent better results

.

e The main sections are conveniently placed in the top part of the website.
e There is sufficient information about credits and deposits available.

Negativ r not
e [tis hard to find necessary information.

e Itis hard to notice help-information in the right side of the main text.
e  Credit interest rate information is unclear.

Internet Banking System - 89%

Hipoteku un zemes banka

0% 100%
Clarity of LOG IN to the e-banking system ] 95%
Clarity of checking the BALANCE of user account 1100%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
e  Users admired broad functionality of the IBS.
e Money transfer function is clear and convenient to use.
Negative user notes

¢ Informational content lacks specific information.
e Account statement function is not convenient.
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Komercbanka Baltikums - 86%

Public website — 77%

Komercbanka Baltikums

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
e Interest rate for deposits is chosen automatically when one enters a type and time of a
deposit.
e It is convenient that all main buttons (tariffs, documents, contacts) are placed in the
top part - users can see them immediately after entering the website.

Negative user notes

e No separate sections for private and corporate clients.

Internet Banking System - 96%

Komercbanka Baltikums

0% 100%
Clarity of LOG IN to the e-banking system ] 75% L
Clarity of checking the BALANCE of user account 100%
Clarity of getting the STATEMENT of user account 95%
Clarity of making a TRANSFER 95%
Clarity of LOG OUT 100%

Presentation of functional elements 98%

Clarity of layout 100%

Text readability 96%

Clarity of navigation 94%

Higher figures represent better results
Positiv r not

e  Users admired a calendar function for getting the account statement.

e In general, the IBS is convenient and easy to use.

e The functionality, design and organization of the IBS functions is attractive and user-
friendly.

Negativ r not

e DigiPass log in procedure is confusing for some users.
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LATEKO banka - 71%

Public website — 71%

LATEKO banka

0% 100%

H

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
e The public website is well-designed. It has nice colors and is easy to use.
Negative user notes

e The menu is organized in a slightly confusing manner.
e Important information, describing loans and deposits, is lacking.

Internet Banking System - 71%

LATEKO banka

0% 100%
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Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes
e Itis easy to find the account balance as it is shown on the first page of the IBS.

e The money transfer procedure is very intuitive.
e  Users appreciated the functionality of IBS and text formatting.

Negative user notes

e The payment transfer form is located under the category “Documents”, which
confused most users.
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Latvijas Biznesa banka - 60%
Public website — 63%
Latvijas Biznesa banka
0% 100%
Clarity of details on opening bank account i I@

Clarity of details on holding deposits
Clarity of details on taking a loan
Clarity of information presentation
Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positive user notes
e The map with bank’s branches in the “Contacts” section is a great solution.
Negative user notes
L]

e Itis hard to find required information as information organization is unclear.
¢ Information about credits is insufficient.

Internet Banking System - 57%

Latvijas Biznesa banka

0% 100%
Clarity of LOG IN to the e-banking system I;ﬂ
Clarity of checking the BALANCE of user account Iﬂ
Clarity of getting the STATEMENT of user account 35%
Clarity of making a TRANSFER 50%
Clarity of LOG OUT 80%
Presentation of functional elements 68%

Clarity of layout 47%
Text readability 45%
Clarity of navigation 59%

Higher figures represent better results
Positive user notes
e Login procedure is clear and simple.

Negative user notes

e The names of the functions are too long.
e There is no calendar for getting statements of the account.
e [tis difficult to locate the money transfer section.
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Latvijas Krajbanka - 69%

Public website — 72%

Latvijas Krajbanka

0% 100%

L I \

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi
e  The website is easy to use.

¢ Information is explicit and easy to find.
e Website is well-designed and organized.

Negative user notes

e Inorder to log in to the IBS one has to re-type bank’s address in a browser.

Internet Banking System - 66%

Latvijas Krajbanka

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e Money transfer is easy to perform.
e The system is convenient, eventhough it has lots of functions.

Negative user notes

e Instead of showing the account balance on the first page of the IBS there are
advertisements with lots of text.

e There is no calendar in the account statement section.
e  Getting the statement of user’s account was found troublesome.
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Latvijas Tirdzniecibas banka - 60%

Public website — 60%

Latvijas Tirdzniecibas banka

0% 100%
——
Clarity of details on opening bank account J 85%
Clarity of details on holding deposits | 160%
Clarity of details on taking a loan |

Clarity of information presentation
Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes
e  Users appreciated the section "Downloads for clients”.
Negative user notes

e Too few information for private clients.
e IBSlog in field is only available in the first page of the website.

Internet Banking System - 61%

Latvijas Tirdzniecibas banka

0% 100%
Clarity of LOG IN to the e-banking system ]95%
Clarity of checking the BALANCE of user account 175%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability
Clarity of navigation |

Higher figures represent better results

Positive user notes

e  Users of this bank's IBS have appreciated the easy log in procedure.

Negativ r not

e Itis difficult to understand how the money transfers should be performed.
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Multibanka - 64%

Public website — 73%

Multibanka

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e An animated intro in the first page of the website is interesting and original.

Negative user notes

e No information about interest rates is present.
e ltis hard to find the field for logging in to the IBS.

Internet Banking System - 54%

Multibanka

0% 100%
Clarity of LOG IN to the e-banking system I@—
Clarity of checking the BALANCE of user account 55%
Clarity of getting the STATEMENT of user account 20%
Clarity of making a TRANSFER 70%
Clarity of LOG OUT 80%
Presentation of functional elements 58%

Clarity of layout 52%
Text readability 38%
Clarity of navigation 60%

Higher figures represent better results
.
e  Users of IBS have appreciated simple log in and log out procedures.
Negative user notes
e loginfieldis hard to find.

e There is no calendar in account statement section.
e Fonts are too small.
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Nordea - 65%

Public website — 67%

Nordea

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan
Clarity of information presentation
Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results
Negativ r not

e The information on the website is incomplete.
e The website is overcrowded with links.
e  Pages load slowly.

Internet Banking System - 64%

Nordea

0% 100%
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Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e |tis easy to log in, though it is inconvenient to strike out the used log in codes and to
remember which code to enter next time.
e Itis very convenient to see the account balance on the first page.

Negative user notes
e ltis hard to find the place where to get the account statement and to log out.

. The data input form in the local transfer is convenient, however, there are lots of
unneeded confirmations.
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Ogres Komercbanka - 32%

Public website — 25%

Ogres komercbanka

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation

Higher figures represent better results
Positive user notes
e Users appreciated clarity of information presentation.
Negative user notes

e Most common banking information is missing.
e  The layout of the website is hard to follow.

Internet Banking System - 38%

Ogres komercbanka

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |}

Higher figures represent better results

Negative user notes

It is hard to find the the address of internet banking system.

No calendar is available in the account statement section.

No local transfer available.

The log out button is only on the main page and it is very hard to locate it.
IBS is very complicated to use.
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Parex banka - 77%

Public website — 67%

Parex banka

0% 100%

—
Clarity of details on opening bank account J 60%
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e The website layout is clear and intuitive.
e The navigation is clear and convenient.

Negativ r not

e Information is limited and sometimes is hard to find.
e  Fonts are too small in some places.

Internet Banking System - 87%

Parex banka

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
e The code card is very convenient.
e  Users appreciated that the account balance is shown on the first page of IBS.

e In general, the system is optimized, fast and convenient.
e Location of log out button is very easy to find.

Negative user notes

e Payment transfer form is too complicated.
e There is no calendar function present in the account statement section.
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Regionala investiciju banka - 72%

Public website — 68%

Regionala investiciju banka

0% 100%

__

Clarity of details on opening bank account |
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Negativ r not

e Users reported that deposit or credit information for private clients is either not present
or present in a very poor content.

Internet Banking System - 75%

Regionala investiciju banka

0% 100%
Clarity of LOG IN to the e-banking system 1 100%
Clarity of checking the BALANCE of user account i90°n

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

4

Clarity of layout

Text readability 81%
Clarity of navigation

Higher figures represent better results

Positive user notes
e |tis very easy to check the balance of the account.
Negative user notes

e No calendar in account statement section.
e The function”Home payments” (literary translated from Russian) is confusing to users.
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Rietumu banka - 65%

Public website — 55%

Rietumu banka

0%

100%
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Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Negative user notes
e The website structure is hard to follow.
e There are too many different links, images and text information on one page.

Internet Banking System - 75%

Rietumu banka

0%

]70%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Necessary functions are easy to access.

e Log in procedure is quick and easy.

e  Convenient local money transfer template function.

e Balance is shown on the first page.
Negative user notes

e Itis hard to review the account balance due to the small font size used.
e The term that is being used for money transfer category - “payment order”
confusing to some users.

- s
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SEB Unibanka - 66%

Public website — 62%

SEB Unibanka

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Website is well designed and informative.
e  Users appreciated the deposit calculator.

Negativ r not

e There are too many links on the website and it is hard to visually separate these links
from each other because of their small font size and color scheme of the website.

e Category names are hardly understandable.
e  Fonts used are too small.

Internet Banking System - 70%

SEB Unibanka

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |
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Higher figures represent better results
Positive user notes
e Log in procedure is quick and easy.
Negative user notes
e Terms used in the IBS are not always clear.

e Money transfer function is hard to find and execute as it is located too “deep” in the
IBS.
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Trasta Komercbanka - 75%

Public website — 73%

Trasta komercbanka

0%

Clarity of details on opening bank account ‘
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

e Website is well designed and informative.

e \Website is easy to use and it does not take much time to find the necessary
information.

Negative user notes
e Too small font size.

e Images frequently distort attention.
e |t is difficult to find information about interest rates for loans.

Internet Banking System - 77%

Trasta komercbanka

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |}

Higher figures represent better results

Positive user notes

e Transfer of money is clear and easy.
e  Users appreciated that the view of account statement is customizable.
e Help system is very useful.

Negative user notes

e Itis difficult to navigate the system due to its complicated structure.
e Due to DigiPass, money transfer procedure takes too much time.
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VEF Banka — 52%
Public website — 48%
VEF banka
0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan
Clarity of information presentation
Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results

Negative user notes
e The website is very slow.
e There is not enough information for private clients.

Internet Banking System - 56%

VEF banka

0%

100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results

Positive user notes
e Itis easy to transfer money.

Negative user notes

® There is no calendar for getting statements of the account.
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13.6 Individual Clarity test results for Estonian banks

Hansapank - 89%

Public website — 84%

Hansapank

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan
Clarity of information presentation
Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results

Positive user notes

e Itis a well designed and informative website.
e layout is well structured.

Negative user notes

e The fonts are too small.
e Loan calculator allows only EEK as a currency.

Internet Banking System - 94%

Hansapank
0% 100%
Clarity of LOG IN to the e-banking system 100%
Clarity of checking the BALANCE of user account 100%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation

Higher figures represent better results
Positi

e Easy to find the log-in button and to login.
e  Error messages are clear and helpful.
e Easy to find and use the information and perform operations.

Negative user notes

e  Placement of currency conversion in the “payments” section is not intuitive.
e Itis necessary to write the receiving bank name for transfers inside the country.
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SEB Uhispank - 90%

Public website — 86%

SEB Uhispank

0% 100%

Clarity of details on opening bank account ‘
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e The website has a very logical structure; it is easy to access the wide information
resources that are available.

Negative user notes

e Not all information is available in all languages.
e No deposit interest calculator or loan calculator found.

Internet Banking System - 95%

SEB Uhispank

0% 100%

Clarity of LOG IN to the e-banking system ] 95%

Clarity of checking the BALANCE of user account |
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation i

Higher figures represent better results
Positi

e The informative descriptions are attached to every field, making the procedure very
easy and convenient.

Negative user notes

“Main page” button is located in an unexpected place - on the right side of the page.
e The Russian language version if IBS has language mistakes.
e Itis hard to notice a calendar feature in the account statement section.
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Krediidipank - 87%

Public website — 84%

Krediidipank

0% 100%

L 1 \

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Site map is very detailed, the design is attractive.
e The website is very informative.

Negativ r not

e "“Close” option in the calculator is too small.
e  The structure of “Deposits and Loans” section is not clear.

Internet Banking System - 90%

Krediidipank

0% 100%
Clarity of LOG IN to the e-banking system 100%
Clarity of checking the BALANCE of user account 100%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
..

e [BS is organized in such a way that it is easy to find required information and perform
needed tasks.

e IBS's log in, log out and account balance features are very clear.

Negative user notes

Color combination makes it hard to distinguish the names of the buttons.

It takes some time to find the logout button.

Transaction number could be automatic in money transfer form.

There is no pricing information available for “normal” and “express” transfer.
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Nordea - 75%

Public website — 75%

Nordea

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e The website is organized logically and clearly.
e Menus are being highlighted when mouse pointer points at them.

Negative user notes
e There are no bank's contacts in the “private customer” section.
e  Pricelist in Adobe Acrobat format is not convenient.
e Links are difficult to distinguish from headings.
L]
[ ]

Some links do not lead to the information that they are expected to lead to.

Internet Banking System - 75%

Nordea

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation

Higher figures represent better results

.

e Easy to log out and transfer money.
e  Buttons are located logically and in accordance to user expectations.

Negative user notes

e |tis very hard to get the account statement, as one has to go to another server, where
the file with the account statement contains only information about the last month’s
transactions.

e The system is operating slowly; very few functions available.

e Sometimes users got confused trying to understand in which part of the system they
currently are.
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SAMPO - 88%

Public website — 80%

SAMPO

0% 100%
. —— ,

IGG%‘

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

The search field is conveniently placed in the private clients section.
e The website contains a lot of information, which is logically and understandably
structured.

Negative user notes

e There is no deposit calculators on the website, loan calculators are difficult to use.
e Design is too simplistic for a bank’s web page.

Internet Banking System - 96%

SAMPO

0% 100%

Clarity of LOG IN to the e-banking system

Clarity of checking the BALANCE of user account
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
e Link to the account statement is located conveniently and is noticeable on the starting
page.
Negative user notes
e [tis inconvenient that the log in codes are used one time only.

e Sometimes users got confused trying to understand in which part of the system they
currently are.

e Code card is a little confusing, as there is too much data on it.
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SBM Pank - 70%

Public website — 59%

SBM Pank

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |
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Higher figures represent better results
Positive user notes

e Contact information is on the title page, which is convenient.

Negative user notes
e  Sometimes it is hard to find required information.

e No information about deposit and loan interest rates is available.
e The website is available only in one language.

Internet Banking System - 82%

SBM Pank
0% 100%
Clarity of LOG IN to the e-banking system ] 95%
Clarity of checking the BALANCE of user account 1 100%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
..

e It is convenient that the number of a transaction appears automatically in the local
payment transfer form.

Negative user notes
e Itis impossible to find how to execute the account statement function. One gets only a
current account balance when pressing the “statement” button.
e There is no calendar in the account statement; the section is inconveniently located in

the “payments” part.
e There is only one language version of the IBS — Estonian.
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Tallinna Aripank- 87%

Public website — 84%

Tallinna Aripank

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e Easy and convenient navigation.
e All prices are easily found and information about services well structured.

Negativ r not
e No loan/deposit calculators available on the website.

e |BS login button is too small.
e Itis difficult to separate links from text.

Internet Banking System - 91%

Tallinna Aripank

0% 100%
Clarity of LOG IN to the e-banking system 100%
Clarity of checking the BALANCE of user account 100%

Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

e  Color combination used in the design (light green and beige) is suitable and good to
look at.

e  Drop-down menus in the Account Statement section are very convenient.
e The IBS is built logically and structured well.

Negativ r not

e Some names of the IBS buttons are a bit confusing.
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14. Convenience

TeSting { FunCtiona”ty - - -

Convenience test aims to determine whether the different Internet Banking Systems are
designed so that it is convenient to perform the most frequently needed actions for an
experienced Internet Banking System user.

During the test, two users experienced in using a particular Internet Banking System are asked
to carry out the following sequence of actions as fast as possible:

Log in> Check account balance = Local money transfer = Log out

Each of the participants makes four attempts to carry out the sequence, and only the attempt
that produced the best result is recorded for further analysis and benchmarking.

Each part of the sequence (log in, check balance, transfer payment, log off) is evaluated
according to four criteria, and then the total result for each bank is calculated:

Convenience test criteria:

1. Overall time needed for every step } Time
2. Number of mouse clicks needed
Convenience
3. Pages necessary to load Effort
4, Number of keystrokes needed
Note:

Because the overall convenience test results were derived by benchmarking best banks in every
country and then calculating the relative scores for the others, inter-country comparisons of the
overall convenience results should not be made. However, absolute measurements such as
number of clicks or keystrokes needed to complete the sequence can be safely compared
among banks from different countries.
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14.1 Overall Convenience test results

Lithuanian banks

Overall Convenience test results for Lithuanian banks

AVERAGE

Medicinos bankas

Bankas SNORAS

DnB NORD

Ukio bankas

Parex bankas

Siauliu bankas

SEB Vilniaus bankas

SAMPO bankas

Hansabankas

Nordea

f T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Latvian banks

Overall Convenience test results for Latvian banks

AVERAGE |

Latvijas Tirdzniecibas banka T
Banka Paritate |

banka |

Ogres komercbanka |

Trasta komercbanka

Latvijas Biznesa banka
LATEKO banka |
VEF banka :

Baltic Trust Bank
Komercbanka Tl
Parex banka |
SEB Unibanka |

Aizkraukl banka:

Regionala investiciju banka

Latvijas Krajbank

Nordea |
DnB NORD
Hansabanka

Hipoteku un Zemes banka

T T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While metas i te
every effort has been made to ensure the correctness of information, Metasite Business Solutions

UAB cannot be held responsible for the validity of information provided.



November 2006

Page 165

Estonian banks

Overall Convenience test results for Estonian banks

AVERAGE

Krediidipank

SBM Pank

Tallinna Aripank

Hansapank

Nordea
SEB Uhispank

SAMPO

0% 10% 20% 30% 40% 50% 60% 70%

80% 90% 100%

Higher figures represent better results
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14.2 Time needed to complete the sequence

Lithuanian banks

Time needed to complete the sequence for Lithuanian banks

AVERAGE | | |

Nordea | |I_

SAMPO bankas | |

Parex bankas || |

Siauliu bankas || |

Hansabankasi | | I_
SEB Vilniaus bankasi | I
Ukio bankasi | | I
DnB NORD | | |

Medicinos bankas |

Bankas SNORAS | I

0 10 20 30 40 50 60 70 80 920 100

Seconds

Lower figures represent better results

Commentary

e Most banks show account balance on the first page of the IBS — just after log in, and
have a clear and easily accessible log off button. Thus, these steps in the procedure
consume minimum amount of time.

e  Best performing banks in the category appear to be Nordea, SAMPO, Parex bankas and
Siauliu bankas, requiring less than a minute to complete the sequence.

e Bankas SNORAS is the worst performing bank in this category as it requires over
1,5 min to complete the sequence.

e Due to very long PIN and TAN passwords the process of local money transfer takes a
lot of time in the IBS of Medicinos bankas.

e  Although banks, such as DnB NORD bankas, Bankas SNORAS, Ukio bankas, Medicinos
bankas, SAMPO bankas, Parex bankas have similar IBSs, the time spent for making
local money transactions differs. This occurs basically due to different lengths of
passwords and the speed of loading the IBS pages.

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While metas ] te
every effort has been made to ensure the correctness of information, Metasite Business Solutions

UAB cannot be held responsible for the validity of information provided.




November 2006 Page 167

Latvian banks

in

Latvijas Krajbanka | |

Hipoteku un Zemes banka | |
Ogres Komercbhanka ”

Regionala investiciju banka | | L
Aizkraukles banka | | |

Trasta komercbanka | |
Latvijas Biznesa banka | |

Komercbanka Baltik ” | I.

Latvijas Tirdzniecibas banka | | I

Time needed to complete the sequence for Latvian banks

AVERAGE 1] ]

Hansabanka ” |I_

DnB NORD I |

Nordea ”
SEB Unibanka I |

Parex banka ”

LATEKO banka I

Multibanka | | |

banka ” I_

Baltic Trust Bank | ” | L

VEF banka | | | | I
Banka Paritate: ” |

T T 1
0 20 40 60 80 100 120 140

Seconds

O Balance

Lower figures represent better results

Commentary

Hansabanka’s IBS appeared to be the fastest one. This is mainly due to organized
structure of IBS — direct links to local transaction form, no unnecessary data input in
the payment transfer form, optimized log in procedure as well as easily accessible log
off button. The IBS itself operates very quickly - pages load very fast.

The updated IBS of LATEKO Banka operates approximately 2 times faster than the old
one. And still it takes slightly under 80 seconds to complete the sequence. The
processes of banks IBS are pretty much optimized; what takes time — is the server’s
response time, pages are loading extremely slowly.

IBSs of Latvijas Tirdzniecibas banka and Banka Paritate require more than 2 minutes to
complete the sequence — approximately 3 times longer then the best performing IBS in
this category.

Due to the fact that the code card of SEB Unibanka contains not only digits, but also
symbols - it slows down the login process.

Although Rietumu banka’s IBS log in process has to be the fastest one — only username
and password required — further authorization is done through digital certificate, the
system works slowly — one has to wait quite a lot until the page is loaded.

“DigiPass” device that is being used as a code generator in Trasta Komercbanka
dramatically slows down the process of logging in, as it requires an 8-digit PIN code to
turn the device on and afterwards it generates a 9-digit log in code.

Aizkraukles banka has a very easy payment form, which requires a minimum amount of
fields to be filled in. The user has to deal with only 4 fields to get the form completed;
the other obligatory fields are filled in automatically.
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Estonian banks

Tallinna Aripank

SEB Uhispank

Hansapank

Krediidipank

Time needed to complete the sequence for Estonian banks

AVERAGE

SAMPO

Nordea

SBM Pank

0 10 20 30 40 50 60
Seconds

Lower figures represent better results

Commentary

This year all Estonian bank’s IBSs appeared to be almost the same in terms of speed —
best performing bank’s — Tallinna Aripank’s — results are only by 7 seconds better than
the worst performing bank’s — Krediidipank’s — results.

On average it takes 53 seconds in an Estonian bank’s IBS to complete the sequence.

Tallinna Aripank has optimized its processes, thus appearing the best performer this
year with 50 seconds being necessary for sequence completion.

SBM Pank'’s IBS log in procedure requires two codes from the code card instead of one,
apart from the permanent username and password — this slows down the log in
procedure dramatically.

Tallinna Aripank - during the login, a permanent username and password are asked,
together with a 6-digit code from the code card, so it takes less time to log into the
IBS; the URL (www.tbb.ee) is short and easy to type. Another particularity is the fact
that, despite a confirmation requirement, no codes are needed to confirm the
transfers, just a mouse click.

SAMPOQ's IBS login process takes much longer than it could have been due to a long
authorization code from the code card (8 digits long) and poor formatting of codes on
the code card.

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective ¢

I Opini reflect judgment at the time and are subject to change. While metas i te
every effort has been made to ensure the correctness of information, Metasite Business Solutions
UAB cannot be held responsible for the validity of information provided.




November 2006 Page 169

14.3 Number of mouse clicks needed

Lithuanian banks

Number of mouse clicks needed in Lithuanian banks

AVERAGE

SEB Vilniaus bankas
Nordea
Hansabankas

SAMPO bankas

Siauliu bankas

Parex bankas

Ukio bankas

Bankas SNORAS

DnB NORD

Medicinos bankas

Lower figures represent better results

Commentary

e On average, this year sequence takes 19 mouse clicks in Lithuanian banks’ IBSs that is
by 1 click more than the year before.

e The user of Hansabankas has to click only 15 times to complete the sequence in the
convenience test. This is mainly because of optimized local money transfer procedure.

e  Ukio Bankas has improved its processes, as now it takes 4 mouse clicks less to perform
the sequence than a year ago.

e Nordea's IBS has changed certain procedure since last year as now the system requires
3 clicks more to complete the sequence.

e  This year Bankas SNORAS's IBS requires 3 mouse clicks more than the year before.
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Latvian banks

Number of mouse clicks needed in Latvian banks
AVERAGE 198
Nordea 14
DnB NORD 14
F ] 15 b
Latvijas Krajbank | 16
SEB L T 16
Trasta komercbanka | -
Hipoteku un Zemes banka | 18
Ogres komercban ka | 18
Kibanka | 19
Regionala investiciju banka7 19
Parex banka | 19 |
Aizkraukles banka | 20
Komercbanka | 20
banka | 20
LATEKO banka | 20
Baltic Trust Bank7 2
VEF banka | 22
Banka Paritate | E
Latvijas Tirdzniecibas banka | 30
Latvijas Biznesa banka | 34
o 5 10 s 2 2 M 3

Lower figures represent better results
Commentary

e Best performers in the “Mouse Clicks” category appeared to be DnB NORD and
Nordea. It takes 14 mouse clicks in order to perform the sequence in these two banks.

e The worst performers in “Mouse Clicks” category are Latvijas Biznesa banka and
Latvijas Tirdzniecibas banka due to the long process of getting special codes from the
“Test Keys” software. This software is being installed in the computer and requires
some 6-7 mouse clicks in order to get a code.

e Latvijas Biznesa banka’s IBS requires almost twice as much mouseclicks as the best
performing IBSs. This year Latvijas Biznesa banka’s IBS requires 17(!) more mouseclicks
than the year before.
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Estonian banks

Number of mouse clicks needed in Estonian banks

AVERAGE

SAMPO

SEB Uhispank

Hansapank

Nordea

Krediidipank

SBM Pank

Tallinna Aripank

Lower figures represent better results

Commentary

e Estonian banks appear to be the most optimized ones in terms of necessary mouse
clicks needed for the sequence completion in the Baltic States. The top performing
banks' IBSs — SAMPO and SEB Uhispank — require only 12 mouse clicks to complete the
sequence.

e SAMPO and SEB Uhispank - there are less mouse clicks needed because the IBS
username field is on the public website page, so it is not necessary to click on the IBS
login page button or link.
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14.4 Number of pages necessary to load

Lithuanian banks

Number of pages necessary to load in Lithuanian banks

AVERAGE
SEB Vilniaus bankas
Hansabankas

Nordea

Medicinos bankas

Ukio bankas

SAMPO bankas

Parex bankas

Siauliu bankas

Bankas SNORAS

DnB NORD

Lower figures represent better results

Commentary

e BSs of the best performing banks in Lithuania — SEB Vilniaus bankas and Hansabankas
— require 9 pages for the sequence completion. Besides, this year IBS of SEB Vilniaus
bankas requires 1 page less to complete the sequence than the year before.

e On average, it takes 11 pages to complete the sequence in Lithuanian banks’ IBSs.

e Ukio bankas has significantly improved its processes. Now Ukio bankas’ IBS requires 4
pages less for the sequence completion than the year before.
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Latvian banks

Komercbanka Baltikums

Hipoteku un Zemes banka:
Latvijas Biznesa banka

Latvijas Tirdzniecibas banka
Regionala investiciju banka

Trasta komerchanka |

Number of pages necessary to load in Latvian banks

AVERAGE

Multibanka

)
1O T

VEF banka
Banka Paritate
Baltic Trust Bank

Latvijas Krajl

DnB NORD

o[ o] o] ]| o w]o]|?

banka |

Parex banka |
Aizkraukles banka |
LATEKO banka |
Nordea |

10
10

1"
1"

Ogres komercbanka
SEB Unibanka

Lower figures represent better results

Commentary

Komercbanka Balticums and Multibanka appeared to be the best performers in the
‘Necessary pages to load’ section, requiring to load only 6 pages to complete the
sequence.

Nordea's IBS requires 11 pages to be loaded in order to complete the sequence. This is
mainly because of the clumsy local payment transfer procedure, where one has to
confirm the payment for several times and the whole payment transfer process takes 6
different pages.

On average, it takes 8.5 pages to complete the sequence in Latvian banks’ IBSs.

In order to execute a money transfer in Rietumu Banka's IBS, a user first has to create a
template with receiver’s data. This makes transfer execution clumsy, taking time and
opening one more new page for every new receptionist, but makes the process
optimized afterwards. Perhaps this would be much more convenient if a user was
offered the opportunity whether to create a template or to input the data manually.

Multibanka: when a user is transferring money, after he/she fills in the payment form,
a separate window appears in the left top corner for entering the code from the key-
table. This is convenient to use:

Qe - © - [¥] (3 @ Psewh Prraern € (- .

H Soipl Froml |I| 001

bxplorerUserErempt, ﬂﬂ"f\'ﬂ"“’

Enegirn TecToess knos o 29 { 1707 2008|

LV10 MUL|

)

Olga Hahi

Per.bir.* 07058510
ot mamyarens * LyE4PRT
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Estonian banks

Number of pages necessary to load in Estonian banks

AVERAGE m

SAMPO
SEB Uhispank

Hansapank

SBM Pank

Krediidipank

Nordea |

Tallinna Aripank m

Lower figures represent better results
Commentary
e The difference between the best performers in the ‘Necessary pages to load’ category
— SAMPO and SEB Uhispank — and the worst performer in the category — Tallinna
Aripank - is only 3 pages.
e |t takes on average 9 pages in order to complete the sequence in Estonian banks' IBSs.
e  SEB Uhispank and SAMPO - there are less pages to load because the IBS username field

is on the public website page, so it is not necessary to load an extra page, namely the
IBS login page:
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st # Saenen Lokt Busiessi
B Housed s investeerimine.
B Pension
B Kz
B Hvekii
Vursid enakaisnd
W veuatshrsd
¥ rtessindisd Parimad
i soaisd Imeesteerimishnius Ractsi  estesrimishains
h Fodioasid 04143 Ladina-Amearika
B Matutastonit R (4344 45)
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B L et itgminceks, r Esian 11 ks, Pis koosret Hspasria Lisalnt o EE—
B ruores sunwina Stockokri borsd bt 1S susma R
- Polpeud elevie BOMBTIS. By shan T = feltigiicd
B Samicrisen o ez - 3 ooty ezl
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B e g vans O T0%. gt bl b
sencls # Loe i # Loe edasi
B Fitemtpangans

B Hamazoievad banpennind Arsicen alioata cnilbar Wirkalaar  aiac bacuses

e Tallinna Aripank - after a transfer form is filled and accepted, it is neccessary to
separately confirm the transfer. This process takes 2 extra pages to load. Login
sequence is also rather long, 5 pages to load, as the IBS login page is loaded as a
separate page from the link on the public website.

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While metas i te
every effort has been made to ensure the correctness of information, Metasite Business Solutions

UAB cannot be held responsible for the validity of information provided.



November 2006 Page 175

14.5 Number of keystrokes needed

Lithuanian banks

Number of keystrokes needed in Lithuanian banks

AVERAGE
Nordea

Hansabankas

SAMPO bankas

Parex bankas

Siauliu bankas

DnB NORD

SEB Vilniaus bankas

Bankas SNORAS

Ukio bankas

Medicinos bankas

Lower figures represent better results

Commentary

e Best performing bank’s — Nordea’s — IBS requires 71 keystroke to be entered in order
to complete the sequence. This is mainly achieved due to extremely short codes from
the code card — 4 digits only as well as payment transfer details not being a mandatory
data entered during a transfer process.

e This year Lithuanian bank results are almost the same as previous year — with a
deviation of 2-5 necessary keystrokes.

e  Medicinos bankas is the worst performer in the category due to long PIN and TAN
codes (10 numbers each).

e In order to save time, IBSs of Bankas SNORAS, Nordea, Parex bankas, SAMPO bankas,
Siauliu bankas offer an automatically written dot in the field of payment details,
therefore one can omit this field and enter only account number, receiver’'s name and
the amount of money.
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Latvian banks

Number of keystrokes needed in Latvian banks

AVERAGE

Nordea
Ai; banka |
Hipoteku un Zemes banka7
DnB NORD |

Regionala investiciju banka
SEB Unibank
Parex banka

Latvijas Ki

VEF ban ka:
Baltic Trust Bank

" N ‘100
banka | 104

Latvijas Biznesa banka 108
LATEKO banka | 108|
Trasta komercbanka | 128
Banka Paritate7 LE
Ogres komercbanka | ‘ 134
Latvijas Tirdzniecibas banka7 140
Komercbanka Baltikum57 143
0 Z‘O 4‘0 6‘0 8‘0 1(‘)0 1‘20 11‘10 1(‘50

Lower figures represent better results

Commentary

e Nordea’'s IBS appears to be best performing in the section ‘number of keystrokes
needed’ in Latvia, requiring only 65 keystrokes to complete the sequence. This is
achieved by demanding minimum descriptive data for the local transaction execution.

e |BS of Komercbanka Baltikums requires more than twice — 143 necessary keystrokes to
complete the sequence.

e Interface of SEB Unibanka has a tool that automatically decodes entered account
number for transaction into target person’s bank and its SWIFT code, making local
transfer efficient and optimized:

[sress ] Ve s b ks . = B34

Oibanka
[ taveswesaus [
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Irpides damma 7 s P
Mabssiums vilits
[T —

Ty mismmus Siamangs mac s
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I \

Sambarsia baskas VA ETh

Sapboths b prvunligs (i

E 5 D @ e

e Komercbanka Baltikums and Trasta komercbanka require many keystrokes due to the
fact that a user has to get necessary keys from the DigiPass; Ogres Komercbanka and
Banka Paritate — due to plenty information being necessary to input for a local
payment transfer.
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Estonian banks

Number of keystrokes needed in Estonian banks

AVERAGE

Nordea

Tallinna Aripank

SAMPO

SEB Uhispank

Hansapank

SBM Pank

Krediidipank

Lower figures represent better results

Commentary

e Nordea’s IBS appears to be the best performing in the category ‘number of keystrokes
needed’ in Estonia, requiring only 65 keystrokes to complete the sequence. The reason
is pan-Baltic - IBS demands minimum descriptive data for the local transaction
execution.

e Krediidipank has the largest number of necessary keystrokes, but mainly because of the
longer website address: www.krediidipank.ee; also one needs to input the transfer
number manually, and the username, which was given while signing the contract at
the bank — it is 8 symbols long.

e  SBM Pank scored purely, mainly because of the login security system - two passwords
from the code card are required, apart from the permanent username and password.

e SAMPO and Tallinna Aripank — it is not required to confirm the payment transfer with a
part or a whole security element (i.e. a combination from the code card); while filling
the transfer form, the field with the number of transaction is filled automatically.

e Nordea - the login process is simplified because no permanent password is required,
merely username and a code from the code card:

Tere tulemast

Easwajaninims

Figesta kasutajabeens ja kead

Flircta vaik mipuga
Food

Soonta

Solo tekstvermoon

Hajutal
Solo [temmeh teemstega hbnamoseks sisestage kasstajatunnus SESESE4E ja parool nanteks 1101 wi
vibalt vabid & munkeit Deme kasmaja peok sisestannd maksed e thodelda

it Eralades S3L-tebribat. Ozl seibre bith vaits, o8
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15. Customer Service Responsiveness

TESting { FunCtiona"ty - - -

Customer Service Responsiveness test measures how quickly each bank reacts to e-mail
questions of present and potential customers, as well as the quality of the responses. The test
includes a variety of simulated client situations. The timing of inquiries is also varied: e-mails are
sent during working hours, in the evenings, as well as during the weekend.

Testing process

During the period of three weeks 12 e-mails with different client questions were sent from 12
different user accounts to the customer service e-mail addresses specified on the public website
of every bank. To ensure consistency in the simulation, every inquiry was dispatched at the same
time to every of the 37 banks across the Baltics. Reaction times were tracked and measured in
minutes.

The time that it took for a bank to respond was measured round clock, i.e. 24x7. Bank
employees were expected to answer emails outside the usual working hours.

The 12 simulated email inquiries were modelled on real life existing and potential bank client
requests. All inquiries were sent in the official language of the respective country. Some
examples:

Good day!

I'm divorced, but my husband transfers 500 LVL as alimony and will continue
doing so for 10 more years. Is it possible for me to take out a 12000 LVL loan for
a 5 years period with an aim to restore my apartment?

Cheers, ...

Good day!

I'm divorced, but my husband transfers 500 LVL as alimony and will continue
doing so for 10 more years. Is it possible for me to take out a 12000 LVL loan for
a 5 years period with an aim to restore my apartment?

Cheers, ...
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Presentation of the results

All answers to the test emails were registered and scored. First, points were awarded for
reaction speed:

Less than 30 min. 5 points (excellent)

Less than 2 hours 4 points (very good)

Less than 8 hours 3 points (satisfactory)

More than 8 hours 1 point (poor)

Over 1 week 0 points (no-response result, email mishandled)

To level the playing field, for the purposes of this testthe bank working hours in all the three
countries were considered 00:00-24:00 Monday to Sunday.

Time of dispatched client email inquiries reflects real life situation as close as possible: 8 emails
were sent out during normal working hours (8:00-17:00), 2 emails were sent out just outside
normal working hours (17:00-19:00 and 7:00-8:00) and 2 emails were sent out far outside
normal working hours (19:00-7:00 and/or on Saturday/Sunday).

The quality of the responses was then evaluated according to the following criteria:

=  The factual accuracy of the answer was rated from 0 to 2, where 0 was given for an
email that did not provide an answer the question, 1 - for an email that partially
answered the question, and 2 - for an email that provided a full answer.

= For providing contact details in a reply (specifically, the name of the responsible client
service person and telephone number for further inquiries), 1 point was awarded.

= A politely written email with the suitable official expressions and annotations was
rewarded 1 extra point.

= An email with no grammatical mistakes was awarded 1 extra point. Note that replacing
special national characters with their Latin equivalents in certain languages (A,C,E
written as A, C, E) was not counted as a grammatical error.

= In total, a maximum of 5 points for the quality of the answer could be awarded to each
individual reply sent by a bank.

The final responsiveness score for each email message was a sum of the points awarded for
reaction speed and quality, with a maximum of 10 points being awarded. The final
responsiveness result for each bank was a simple average of the scores from 12 emails.
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15.1 Customer Service Responsiveness Index

Lithuanian banks

Customer Service Responsiveness Index for Lithuanian banks

AVERAGE
Medicinos bankas
Nordea

Bankas SNORAS
Siauliu bankas
Parex bankas

Hansabankas

SEB Vilniaus bankas
SAMPO bankas

Ukio bankas

DnB NORD

T u u u u u u u u u 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

@ Timeliness (0-50%) @ Quality (0-50%)

Higher figures represent better results

Commentary

e Although different banks have changed their ‘Customer Responsiveness’ indicators
throughout the year, the average indicator remains almost the same for already 3™
year - 62% (average ‘Customer Responsiveness’ index for two previous years — 58%).

e Ukio bankas has made a significant progress compared to last year’s results. Having
scored largest number of points for reaction speed, Ukio bankas finished 2™ in
Customer Service Responsiveness test this year. Disappointingly, only 1 out of 12 client
enquiry replies from Ukio bankas provided contact information for further enquiries.

e  Medicinos bankas responded only to 5 of 12 sent e-mails. This is the main reason why
the bank received the lowest score in the test.

e DnB NORD in Lithuania is the best performer in this particular test. Having some
grammar problems in e-mails, in general bank responds very accurately and politely to
customer enquiries.

e  SAMPO appeared to be the most answer-accurate bank, managing to explicitly answer
11 out of 12 email enquiries.
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Latvian banks

Customer Service Responsiveness Index for Latvian banks

AVERAGE i
Ogres komercbanka
VEF banka
Multibanka
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Parex banka J
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Higher figures represent better results
Commentary

e The average Customer Service Responsiveness Index for Latvian banks this year
appeared to be 70%, which is by 10% higher than the previous year results.

e  Customer enquiry replies of DnB Nord were the most polite and explicit.

e Just like the year before, VEF Banka answered only 1 customer enquiry, though it was
polite, explicit and containing contact information. Meanwhile, Ogres Komercbanka
has doubled its responsiveness answering 2 e-mail enquiries though with 0% accuracy.

e  SEB Unibanka never provides contact information in enquiry replies.

e Although “NORD/LB” has changed the title to “DnB Nord”, the e-mail server is still
carrying the old title (info@nordlb.Iv).

e LATEKO Banka has a policy of answering customer inquiries twice — the first e-mail is
being sent shortly after customer enquiry’s reception and contains information about
where the customer mail was redirected as well as polite greetings and contact
information.
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Estonian banks

Customer Service Responsiveness Index for Estonian banks

AVERAGE

Krediidipank

SBM Pank

Nordea

Tallinna Aripank

SAMPO

SEB Uhispank

Hansapank
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Higher figures represent better results
Commentary

e The average Customer Service Responsiveness Index for Estonian banks this year
appeared to be 57% that is exactly the same as the previous year results.

e Krediidipank replied only to 5 out of 12 simulated client enquiries. Meanwhile, these
enquiries were explicit and contained contact information.

e Hansapank in Estonia has a policy of answering customer inquiries twice — the first e-
mail is being sent shortly after customer enquiry’s reception and contains information
about where the customer mail was redirected as well as polite greetings and contact
information.

e Only 2 out of 8 Nordea's replies contained contact person’s information.
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15.2 Number of replies and reaction times

Lithuanian banks

How many of 12 simulated customer enquiries got actually answered by each
Lithuanian bank

Average

Medicinos bankas

Bankas SNORAS

Nordea

Siauliu bankas

Parex bankas

Hansabankas

DnB NORD

Ukio bankas

SEB Vilniaus bankas

SAMPO bankas

Higher figures represent better results

Table 1. Reaction times to simulated client enquiries in Lithuanian banks (hour:min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 11 12 | Answers
SAMPO bankas 00:07 | 04:09 | 02:58 | 00:40 | 08:00 | 14:31 | 29:58 | 02:42 | 56:52 | 00:50 | 72:10 | 07:20 12
ggiﬁ;‘lﬂlaus 02:21123:16{02:42 | 27:13|06:10 | 16:21 | 22:44 | 01:27 | 07:16 | 04:15 | 66:43 | 02:55 12
Ukio bankas 00:33101:31(01:26 | 00:59 | 01:09 | 14:34 | 04:04 | 01:52 | 00:36 | 01:36 | 64:41 | 00:33 12
DnB NORD - 03:31]00:49|00:14 | 05:13 | 12:49{ 00:32 | 00:18 | 00:37 | 02:33 | 02:16 | 00:30 1
Hansabankas 01:42 | 23:38 | 23:42 | 05:02 | 04:40 | 14:29 | 04:41 | 02:11 - 02:09| 73:55 | 26:21 1
Parex bankas - 01:21]04:28 | 00:12 [ 00:30 | 12:24 [ 00:14 | 00:07 | 00:24 | 70:01 | 72:22 | 49:06 1
Siauliu bankas - 22:22|20:40 | 02:57 [ 29:55 | 41:11 | 21:32 | 22:41 | 08:31 | 05:44 | 71:57 | 00:40 1
Nordea - 02:24 - 04:05|24:57 [ 12:48 | 01:38 | 00:31 | 32:32 | 75:37 | 96:23 | 01:17 10
Bankas SNORAS - 01:42 - 01:23|00:09 | 12:56 | 00:35 | 00:05 | 00:38 - - 04:39 8
Medicinos - lo1s6| - - l25119] - |00:11|01:39|23:11] - - |7058| 6
bankas

e The fastest bank'’s reaction time was 5 min and was observed in one case with Bankas
SNORAS.

e Nordea had a maximum response time in one case, replying on the simulated client’s
inquiry in 96 hours and 23 minutes.

e The average response time for Lithuanian banks appeared to be 14 hours and 51
minute.
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Latvian banks

How many of 12 simulated customer enquiries got actually answered by each Latvian bank

g
VEF banka

Ogres komercbanka
Multibanka

Latvijas Tirdzniecibas banka
Baltic Trust Bank
Latvijas Biznesa banka

Rietumu banka

Nordea

SEB Unibanka

DnB NORD
Komercbanka Baltikums

Trasta komercbanka

Regionala investiciju banka
Banka Paritate n

Ai. banka n
Hansabanka 1 1

LATEKO banka 12

Hipoteku un Zemes banka

Latvijas Krajbanka

Parex banka I 12

| <

1 T T T T T T
0 2 4 6 8 10 12

Higher figures represent better results

Table 2. Reaction times to simulated client enquiries in

Latvian banks (hour:min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 1 12 | Answers
Parex banka 01:37 | 09:49 | 12:04 | 03:48 | 10:31 | 13:25 | 02:41 | 03:07 | 09:23 | 03:20 | 89:02 | 20:46 12
Latvijas Krajbankal 00:30 | 03:52 | 09:54 | 00:44 | 08:14 | 15:47 | 04:24 | 03:11 | 02:41] 01:57 | 00:48 | 42:21 12
Hipoteku un 00:18 | 03:40 | 33:25 | 01:49 | 33:26 | 16:30 | 04:04 | 01:31 | 08:43 | 05:01 | 90:28 | 41:26 12
Zemes banka

LATEKO banka | 02:31 | 25:24 | 08:21 | 05:40 | 02:46 | 14:43 | 02:49 | 02:31 | 02:47 | 02:00 | 01:33 | 16:59 12
Hansabanka 00:05 | 02:27 | 07:55 | 00:46 | 04:43 | 15:17 | 02:12 | 00:51 | 00:47 | 00:30 | 00:35 | - 1
’g'aznkg“k'es 04:58 | 04:44 | 30:42 | 06:42 17:04 | 03:11 | 04:45 | 10:39 | 06:43 | 03:26 | 19:03 1
Banka Paritate | 00:54 | 02:06 | 06:23 | 02:07 | 07:42 | 14:29 | 00:45 | 00:22 | 01:05| - | 00:25 | 20:55 1
Regionala 22:17 | 51:35| 32:26 | 01:04 | 01:15 | 13:30 | 01:31 | 00:15 | 33:03 70:56 | 17:22 1
investiciju banka

[[rasta 00:12 | 00:19 | 06:04 | 70:33 13:06 | 07:03 | 00:12 | 02:11 | 07:02 | 00:56 | 16:41 1
komercbanka

Eg{;‘fﬁ’f”ka 00:05 | 02:00 | 06:15 | 03:53 | 08:56 | 13:42 | 04:16 | 00:56 | 01:12 | - - 19:11 10
DnB NORD 00:20 08:48 | 00:23 | 02:43 | 00:05| - |00:07 |01:30]00:16 | 00:27 | 71:45 10
SEB Unibanka - - 34:51|06:23 | 06:38 | 16:19 | 02:01 | 02:18 | 03:01 | 79:07 | 94:05 | 45:04 10
Nordea 00:06 | 07:53 | 06:52| - | 50:15|41:15]27:26 | 23:47| - |02.18| - |46:17 9
Rietumu banka 00:39|04:26 | 06:41 | 03:26 | 06:48 | 14:40 - 24:39 - - - 49:06 8
taatr:’gjs Biznesa 02:14|07:3¢| - |o7s6|13:20] - |00:59| - - 16:14 6
Baltic Trust Bank - 06:36 - - 13:36 | 05:59 | 24:35 - - - 44:16 5
Latvijas

Tirdzniecibas 02:07| - 05:59 | 01:31 07:04|00:58 | - - 5
banka

Multibanka 44:49 73:33 - - -

Ogres . .

Komercbanka ) ) 30:50 ) 3027 ) )

EF banka - - - 00:14 -

e The fastest bank’s reaction time was 5 min and was observed in Hansabanka, DnB
NORD, and Komercbanka Baltikums.

e The average response time for Latvian banks appeared to be 13 hours and 16
minutes.

e  The maximum response time was observed in one case with SEB Unibanka — it took 94
hours and 5 minutes to answer a simulated client inquiry.
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Estonian banks

Average

Krediidipank

SBM Pank

Nordea

Tallinna Aripank

SAMPO

SEB Uhispank

Hansapank

How many of 12 simulated customer enquiries got actually answered by each
Estonian bank

Higher figures represent better results

Table 3. Reaction times to simulated client enquiries in Estonian banks (hour:min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 11 12 [#Answers
Krediidipank 02:35] 02:22 | 07:30 - - 45:09 00:13 - - - 5
SBM Pank - - 05:58 | 00:16 | 00:12 - - - 00:19/00:31|00:14 6
Nordea 00:58 | 24:56 | 07:46 - 13:29 | 00:31 | 00:26 09:19 - 18:10 8
SAMPO - 05:00 | 10:16 - 00:42]19:04 | 05:58 | 00:20 | 03:10| 00:19 |112:51| 15:41 10
[Tallinna Aripank |01:37 - 06:17100:37 |01:57]21:04 [ 27:22 | 01:50 | 03:17 [ 01:01 18:43 10
SEB Uhispank 03:12| 01:27 | 13:39|00:37 |57:14|17:41]01:17 | 02:53 - 04:40|00:19 | 33:03 1
Hansapank 02:48] 00:01 | 06:37 ] 01:34 | 02:57[13:24|01:31]00:12 | 01:56 | 00:28 | 00:09 | 15:32 12

e The fastest bank’s reaction time was 1 min and

Hansapank.

e SAMPO had a maximum response time in one case,

inquiry in 112 hours and 51 minutes.

was observed in one case with

replying on the simulated client’s

e The average response time for Estonian banks appeared to be 9 hours and 22
minutes.
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15.3 Quality of answered emails

Lithuanian banks

Table 4. Accuracy of answered emails in Lithuanian banks (0-2)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 | 11 12 Average
Bankas SNORAS - 1 2 2 2 1 2 1 0 1.38
DnB NORD 2 2 2 2 2 2 2 1 2 2 2 1.91
Hansabankas 2 2 2 2 2 2 2 2 2 2 2 2.00
Medicinos bankas 2 2 2 2 1 1 1.67
Nordea - 1 - 2 2 2 2 2 2 2 1 1 1.70
Parex bankas 1 2 1 2 1 1 1 0 2 1 1 1.18
SAMPO bankas 2 2 2 2 2 2 2 2 2 2 1 2 1.92
SEB Vilniaus bankas 2 2 2 2 2 2 1 2 1 2 2 2 1.83
Siauliu bankas 2 2 2 2 0 1 2 2 2 2 2 1.73
Ukio bankas 2 2 2 2 2 2 2 2 0 2 2 2 1.83

Table 5. Provision of contact information in the emails of Lithuanian

banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 10 | 11 12 Average
Bankas SNORAS - 1 - 1 1 1 1 1 1 1 1.00
DnB NORD - 1 1 1 1 1 1 1 1 1 1 1 1.00
Hansabankas 1 1 1 1 1 1 1 1 1 1 1 1.00
Medicinos bankas 0 1 0 0 1 1 0.50
Nordea - 0 - 1 0 0 0 0 1 1 1 1 0.50
Parex bankas 1 1 1 1 1 1 1 1 1 1 1 1.00
SAMPO bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SEB Vilniaus bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Siauliu bankas 1 1 1 1 1 1 1 1 1 1 1 1.00
Ukio bankas 0 0 0 0 0 0 0 0 0 0 0 1 0.08

Table 6. Politeness of answered

emails in Lithuanian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 | 11 12 Average
Bankas SNORAS - 1 - 1 1 1 1 1 1 1 1.00
DnB NORD 1 1 1 1 1 1 1 1 1 1 1 1.00
Hansabankas 1 1 1 1 1 1 1 1 1 1 1 1.00
Medicinos bankas 0 1 0 0 1 1 0.50
Nordea - 1 - 1 0 0 1 1 1 1 1 1 0.80
Parex bankas 1 1 1 1 1 1 1 1 1 1 1 1.00
SAMPO bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SEB Vilniaus bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Siauliu bankas 1 1 1 1 1 1 1 1 1 1 1 1.00
Ukio bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
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Table 7. Grammar of answered emails in Lithuanian banks (0-1)

Bank \ Email 2 3 4 5 6 7 8 9 |10 | 11 | 12 Average
Bankas SNORAS 1 - 0 1 1 1 1 1 1 0.88
DnB NORD 1 1 1 1 1 1 1 0 0 0 1 0.73
Hansabankas 1 1 1 1 1 1 1 - 1 1 1 1.00
Medicinos bankas 1 1 1 1 1 0 0.83
Nordea 1 - 1 0 1 1 1 1 1 1 0 0.80
Parex bankas 1 0 1 1 1 0 0 0 0 1 0 0.45
SAMPO bankas 0 1 0 1 0 1 0 0 0 1 0 0.42
SEB Vilniaus bankas 1 1 1 1 1 1 0 0 0 1 1 0.75
Siauliu bankas 1 1 1 1 1 1 0 0 0 0 0 0.55
Ukio bankas 0 0 0 1 1 1 1 1 1 1 1 0.75
Commentary

e  Siauliu bankas was the only one to explain what one should write while filling the form
for purchasing air plane tickets via internet, i.e. the card number (16 symbols), the
expiry date of the debit card as well as the 3 last numbers from the signature place.

e In certain cases SAMPO’s reply e-mails had problems displaying local symbols correctly.

e  Only 2 banks Lithuania — Medicinos bankas and Nordea — received “Politeness” average

score less than 1.00.

e Hansabankas is the only bank in Lithuanian that provided 100% grammatically correct

replies to the simulated customer inquiries.
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Latvian banks

Table 8. Accuracy of answered emails in Latvian banks (0-2)
Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Aizkraukles banka 2 1 2 1 2 2 2 2 2 2 1.82
Baltic Trust Bank 2 - 2 2 2 - - 1 1.80
Banka Paritate 2 2 2 2 2 1 2 2 1 1 2 1.73
DnB NORD 2 - 2 2 2 2 - 2 2 2 2 2 2.00
Hansabanka 2 2 2 2 2 2 2 2 2 2 2 2.00
Hipoteku un Zemes banka 1 0 2 1 2 2 2 2 0 2 1 1 1.33
Komercbanka Baltikums 0 1 2 1 2 0 1 2 2 1 1.20
LATEKO banka 0 2 1 2 2 2 1 2 1 0 0 2 1.25
Latvijas Biznesa banka - 2 2 - 2 2 2 2 2.00
Latvijas Krajbanka 2 2 2 1 2 2 2 2 2 2 2 2 1.92
Latvijas Tirdzniecibas banka 0 - 2 2 - 1 2 - 1.40
Multibanka 2 - 2 - - - 2.00
Nordea 2 2 2 - 2 2 1 2 2 0 1.67
Ogres Komercbanka - - - 1 1 1.00
Parex banka 2 2 2 1 2 2 2 2 2 2 1 1 1.75
Regionala investiciju banka 2 1 1 2 2 2 2 2 1 1 1 1.55
Rietumu banka 2 1 1 0 2 2 2 2 1.50
SEB Unibanka - - 2 2 2 2 2 2 1 1 2 1 1.70
Trasta komercbanka 2 2 2 2 2 1 2 2 1 1 2 1.73
VEF banka - - - - 0 - 0.00

Table 9. Provision of contact information in the emails of Latvian

banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 (10| 11 | 12 | Average
Aizkraukles banka 1 1 1 1 - 1 1 1 1 1 1 1 1.00
Baltic Trust Bank - 1 0 0 0 0 0.20
Banka Paritate 1 1 1 1 1 1 1 1 1 1 1 1.00
DnB NORD 1 1 1 1 1 1 1 1 1 1 1.00
Hansabanka 0 0 0 0 0 0 0 0 0 0 0 0.00
Hipoteku un Zemes banka 1 0 1 1 1 1 1 1 1 1 1 1 0.92
Komercbanka Baltikums 0 1 1 1 0 1 1 1 0 - - 1 0.70
LATEKO banka 1 1 0 0 1 1 1 1 1 1 1 1 0.83
Latvijas Biznesa banka 1 1 1 1 - 0 - 1 0.83
Latvijas Krajbanka 1 1 1 1 1 1 1 1 1 0 0 1 0.83
Latvijas Tirdzniecibas banka 1 - - 1 0 1 1 0.80
Multibanka 1 1 1.00
Nordea 1 1 0 1 1 1 1 1 0 0.78
Ogres Komercbanka - - - 0 - 0 0.00
Parex banka 0 0 0 0 0 0 0 0 0 1 1 1 0.25
Regionala investiciju banka 1 1 1 1 1 1 1 1 0 1 0 0.82
Rietumu banka 1 1 1 1 0 1 - 1 - - - 1 0.88
SEB Unibanka 0 0 0 0 0 0 0 0 0 0 0.00
Trasta komercbanka 1 1 1 1 - 1 1 1 1 1 1 1 1.00
VEF banka - - - 1 1.00
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Table 10. Politeness of answered emails in Latvian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Aizkraukles banka 1 1 1 1 1 1 1 1 1 1 1 1.00
Baltic Trust Bank 1 - 1 1 0 - - 0 0.60
Banka Paritate 1 1 1 1 1 1 1 1 1 1 1 1.00
DnB NORD 1 - 1 1 1 1 - 1 1 1 1 1 1.00
Hansabanka 1 1 1 1 1 1 1 1 1 1 1 1.00
Hipoteku un Zemes banka 1 0 1 1 1 1 1 1 1 1 1 1 0.92
Komercbanka Baltikums 1 1 1 1 1 1 1 1 1 1 1.00
LATEKO banka 1 0 1 1 1 1 1 1 1 1 1 1 0.92
Latvijas Biznesa banka - 1 1 - 1 1 1 1 1.00
Latvijas Krajbanka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Tirdzniecibas banka 1 - 1 1 - 1 1 - 1.00
Multibanka 1 - 1 - - 1.00
Nordea 1 1 1 - 1 1 1 1 1 0 0.89
Ogres Komercbanka - - - 0 0 0.00
Parex banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Regionala investiciju banka 0 1 1 1 1 1 1 1 1 1 1 0.91
Rietumu banka 1 0 0 1 1 1 1 1 0.75
SEB Unibanka - - 1 1 1 1 1 1 1 1 1 1 1.00
Trasta komercbanka 1 1 1 1 1 1 1 1 1 1 1 1
VEF banka - - - - 1 - 1.00

Table 11. Grammar of answered emails in Lithuanian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Aizkraukles banka 1 1 1 1 1 1 1 1 1 1 1 1.00
Baltic Trust Bank 1 - 1 1 1 - - 1 1.00
Banka Paritate 1 0 0 1 1 0 1 1 1 1 1 0.73
DnB NORD 1 - 1 1 1 1 - 1 1 1 1 1 1.00
Hansabanka 1 1 1 1 1 1 1 1 1 1 1 1.00
Hipoteku un Zemes banka 1 0 1 1 1 1 1 1 1 1 1 1 0.92
Komercbanka Baltikums 1 1 0 1 1 1 1 1 1 1 0.90
LATEKO banka 1 0 0 1 1 1 1 1 1 1 1 1 0.83
Latvijas Biznesa banka 1 1 - 1 1 0 0 0.67
Latvijas Krajbanka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Tirdzniecibas banka 0 - 0 1 - 1 1 - 0.60
Multibanka 0 - 1 - - 0.50
Nordea 1 1 1 - 1 1 1 1 1 0 0.89
Ogres Komercbanka - - - 1 0 0.50
Parex banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Regionala investiciju banka 1 1 1 1 1 1 1 1 0 1 1 0.91
Rietumu banka 1 1 0 0 1 1 1 1 0.75
SEB Unibanka - - 1 1 1 1 1 1 1 1 1 1 1.00
Trasta komercbanka 1 0 1 1 0 1 1 0 1 0 1 0.64
VEF banka - - - - - 1 1.00
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Commentary

e  Most of banks’ poor results in “Grammar” section occurred due to the usage of local
language characters that are not supported by some of most popular e-mail servers in
Latvia. In order to improve efficiency in this category, as well as dramatically increase
readability of bank’s e-mail correspondence it is suggested not to use national symbols.

e Latvian banks have responded on the 71.3% (i.e. approximately 7 out of 10) of sent
simulated e-mail enquires. This result is the worst in the Baltic States. Percentage of
responded simulated client inquiries in Lithuania appeared to be 86.7% and for Estonia
—73.8%.

e SEB Unibanka, Hansabanka and Ogres Komercbanka never provide contact person’s
phone number and name/surname in their e-mails — there is only either “name” or
“name and surname” present in the e-mail reply.
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Estonian banks

Table 12. Accuracy of answered emails in Estonian banks (0-2)
Bank \ Email 1 2 3 6 7 8 10 | 11 | 12 | Average
Hansapank 2 0 2 2 2 2 0 2 2 1 1 1 1.42
SEB Uhispank 2 2 1 2 2 2 2 2 - 2 1 2 1.82
Krediidipank 2 2 2 2 2 - - 2.00
Nordea 2 2 2 - 2 2 2 2 1 1.88
SAMPO - 2 2 - 2 2 2 2 2 2 2 2 2.00
SBM Pank - - 1 1 1 - - 2 2 1 - 1.33
Tallinna Aripank 2 - 2 1 0 2 2 2 2 2 0 1.50

Table 13. Provision of contact information in the emails of Estonian

banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 |10 [ 11 | 12 | Average
Hansapank 1 0 1 1 1 1 1 1 1 1 1 1 0.92
SEB Uhispank 1 1 1 1 1 1 1 1 - 1 1 0 0.91
Krediidipank 1 1 1 - 1 1 - - - 1.00
Nordea 0 1 0 - 0 0 0 1 0 0.25
SAMPO - 1 1 - 1 1 1 1 1 1 1 1 1.00
SBM Pank - 0 1 1 - 1 1 1 - 0.83
Tallinna Aripank 0 - 1 1 1 0 1 0 1 1 0 0.60

Table 14. Politeness of answered emails in Estonian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | Average
Hansapank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SEB Uhispank 1 1 1 1 1 1 1 1 1 1 1 1.00
Krediidipank 1 1 1 0 1 - - 0.80
Nordea 1 1 1 - 1 1 1 1 1 1.00
SAMPO - 1 1 - 1 1 1 1 1 1 1 1 1.00
SBM Pank - - 1 1 1 - - 0 1 0 0.67
Tallinna Aripank 1 - 1 0 0 1 1 0 0 0 1 0.50

Table 15. Grammar of answered emails in Estonian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | Average
Hansapank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SEB Uhispank 1 1 1 1 1 1 1 1 - 1 1 1 1.00
Krediidipank 0 1 0 1 1 - - 0.60
Nordea 1 1 1 - 1 1 1 1 1 1.00
SAMPO - 1 1 - 1 1 1 1 1 1 1 1 1.00
SBM Pank - - 1 1 1 - - 1 1 1 - 1.00
Tallinna Aripank 1 - 1 1 0 1 0 1 1 1 1 0.80
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Commentary

e Only two banks in Estonia — Krediidipank and Tallinna Aripank — have received a
grammar correctness index less than 1.00 for the responses to simulated client
enquiries.

e Krediidipank and SAMPO are the only banks that have provided 100% accurate
answers to the client enquiries. Meanwhile, Krediidipank responded only to 5 out of 12
sent simulated client enquiries, while SAMPO — 10 out of 12.

e The most “impolite” bank appeared to be Tallinna Aripank, when only half of bank’s
replies to simulated customer enquiries were identified as polite.

e Estonian Hansapank responded to 100% client enquiries, providing the contact
information, perfect grammar and politeness, as well as answering explicitly and
providing some extra information.
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16. Add-on 2006: Mobile banking

The Mobile banking test aims to evaluate to which extent banks are accessible through mobile
communication channels. Test covers WAP, SMS, automated and human-operated phone
services. As this area of electronic banking is being tested for the first time, the results of mobile
banking tests are not included in overall indexes of electronic banking.

Structure

Mobile banking subcategories

1 Subscription and Service Management
2 Functionality

3 Information

4 Security

Subscription and service management subcategory analyzes service accessibility, activation
and deactivation possibilities.

Functionality subcategory evaluates banking functions that can be executed through mobile
communication channels.

Information subcategory analyzes the availability of service description, relevant information
and form of presentation.

Security subcategory aims to evaluate the user’s subjectively perceived security measures of
mobile banking communication channels.

Testing process

All four mobile communication channels (WAP, SMS, automated and human-operated phone)
were tested according to the same set of criteria. This comes from the assumption that mobility
can be ensured when means of communication with a bank are substitutes to each other. This
way user is not limited to a particular technology or communication channel, so the access to
the bank can be granted independently from place or availability of particular technology.

Presentation of results

The results of mobile banking test are displayed as a percentage of the criteria that a certain
bank meets in every subcategory and overall in the Mobile banking category.
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16.1 Overall Mobile banking test results

Lithuanian banks

Overall Mobile banking test results - Lithuanian banks

AVERAGE
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Commentary

e Testing results revealed that mobile banking in Lithuania is rather underdeveloped.
Even the best performer in this testing category has met less than half of criteria.

e  (Clear leader in Lithuanian Mobile banking is Hansabankas, being the only one in the
country to offer banking services through all tested channels, including WAP.

e The second place was granted for SEB Vilniaus bankas because of its offer of both
human operated and automated phone banking services.

e DnB NORD and Ukio bankas also offer some phone banking functionality.

e Nordea is the only bank in Lithuania that does not offer its users any kind of Mobile
Banking services.
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Latvian banks

Overall Mobile banking test results - Latvian banks

AVERAGE |

Ogres komerchanka |

Baltic Trust Bank |

Aizkraukles banka |

Latvijas Tirdzniecibas banka |

Latvijas Biznesabanka |

Banka Paritate |

Multibanka |

Regionalainvesticiju banka:
VEF banka

Hipoteku un Zemes banka |

SEB Unibanka |

Komerchanka Baltikums |

Parex banka |

DnB NORD |

Trasta komercbanka |

LATEKO banka |

Rietumu banka |

Nordea |

Latvijas Krajbanka |
Hansabanka

AO‘V—u‘

- 11 T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Commentary

e Hansabanka is leading the overall rating of Latvian Mobile banking test reusults. The
bank offers mobile banking through three out of four tested channels (WAP, SMS and
Human-operated phone) and scored above average in all of them.

e latvijas Krajbanka, Nordea, Rietumu banka and LATEKO banka offer M-banking
through at least two communication channels and their services through tested
channels scored around the average or above average.

e Trasta komercbanka, Parex banka, DnB NORD and Komercbanka Baltikums have fairly
developed their M-banking offers through at least one channel.

e The rest of the banks offer some human-operated phone banking functionality or do
not have any mobile banking possibilities at all.

e [tis important to mention, that no bank in Latvia offers its M-banking services to clients
of all Latvian mobile operators.
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Estonian banks

Overall Mobile banking test results - Estonian banks
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Commentary

e Estonian mobile banking sector is the most developed among all the three Baltic
countries. It has an overall country average of 29%, compared to 15% Lithuanian and
10% Latvian averages.

e Hansapank and SEB Uhispank offer rather developed mobile banking services through
all tested communication channels, which puts them to a lead position in this category.

e Sampo and Nordea provide mobile banking services through two communication
channels, SBM Pank and Krediidipank offer only one.

e Tallinna Aripank does not offer any mobile banking services.

e  Estonia is the only country in the Baltic States, where banks have met more than half of
Mobile Banking testing criteria.
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16.2 WAP banking

Looking briefly on the results of the testing it is possible to derive a clear conclusion — WAP
banking development in all the Baltic States is more than humble. In Lithuania, only one out of
ten researched banks offers such type of Mobile Banking service, offering exactly half of possible
functionality, according to our testing framework.

In Latvia, only two out of twenty researched banks offer WAP banking services, also being
slightly and evenly distributed to both ends around the mean of 50 % completed criteria.

Estonian banks are leading in this category both by the ratio of completed criteria and by the
share of banks in the country that offer WAP banking services (3 out of 7).

Such situation may be partly explained by the Baltic mobile communication market development
and trends. WAP in the Baltics is being gradually replaced by the HTTP (Hyper Text Transfer
Protocol) browsing as more and more HTTP-supporting mobile devices are being present in the
market, thus making WAP browsing obsolescent.

However, the above mentioned fact may not excuse the situation in the Baltic mobile banking
market in the sphere of alternative Internet Banking platforms adjusted to the mobile devices.
Saying this, it is considered that main core necessities have to be observed to adopt the bank’s
Internet Banking System for the usage on a mobile device. First of all, the internet-based content
has to be as small in terms of downloadable content as possible. This necessity is induced by the
mobile internet transfer rates being much slower than “regular” internet connections for the
computers.

Secondly, the organization of functional and informational content has to be as simple as
possible to implement, not affecting the clarity of the system — there has to be minimum text
information; functions have to be accessible in minimal amount of necessary pages to load and
links has to be well-organized and easily accessible.

Thirdly, the WAP banking solution has to be adjustable to different and most of mobile devices
— adopting the sizes of the Internet Banking System to a particular mobile device screen
resolution, managing the content of the system in order to adopt the environment to a
particular mobile device's supported features (i.e. HTML, Flash, java, colour and other
multimedia content).
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Lithuanian banks

WAP banking in Lithuania
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Commentary

e Only Hansabankas is offering WAP banking services in Lithuania. The bank’s offer is
rather well developed as at the testing time it has fulfilled 50% of the tested criteria.

e Nordea claims having WAP banking services on its website, however one of the branch
consultants agreed to believe in this only after pointing him at respective page of
Nordea website.

e Our researchers did not manage to connect to Nordea WAP banking site even after
trying various mobile phones, different phone configurations and several times calling
bank and asking for help. The conclusion was drawn that this service is not accessible
for an average user; therefore Nordea WAP services were not tested.
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Detailed testing results
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Subscription & Service Management
It is possible to activate mobile banking service by visiting branch R
It is possible to block mobile banking service by visiting branch R R
It is possible to block mobile banking service by sending SMS R
[Service is available to clients of all mobile operators in a country R R s -
It is possible to activate mobile banking service from IBS o S+ - - _ _ _ _ N
It is possible to block mobile banking service from IBS R
[Transactional Functionality
[t is possible to make a local money transfer -+ -T

It is possible to make a delayed local money transfer DR

It is possible to make an international transfer - - = R - - - _ _

It is possible to make a delayed international transfer B - N - N - -

Express money payment is available N D L B

Currency conversion is available - R - R - _ _

Utility payments (water) -1 -T-1-1T-1-71-

Utility payments (heating) B - - - -

Utility payments (electricity) N D L B

Mobile phone service payment (2 largest providers) - - - e -

Fixed phone line payment B - - N - -

Pre-paid mobile account refill (2 largest provides) DR

Setting automatic payments N D L R

Pre-defined payment triggering - - e - - (-

Informational functionality

Current account balance information =

T
It is possible to see an account number = S+ |- - - - - _
Last transaction details are available = +

Currency exchange rates are available - -1 -T-1T-1T-1-7-:-

It is possible to see information from the stock exchange - - o - - - - _ _

Latest bank news B

Special offers -1 -T-1-1T-1-71-

It is possible to find the locations of ATMs or bank branches - - - - - - o - -

Information about loan and deposit interest rates BN

Reporting Functionality

Reporting about transactions triggered by automatic payment setting R

Leasing payment reporting B e

Loan payment reporting e

JAccount fund change reporting -1 -T-1-1-1-7T-

Notification concerning contraction of balance of account to a certain level - - - - - - - - S

(Order monthly account information N D L B

Other functionality

[Changing daily transaction limits - - -

Changing user login data -1 -1-T-7T-T-1T-7-

Order a payment card - - - -

Fill in the application for a credit - - -1 -1-1T-1-7-

It is possible to unblock a payment card after entering wrong PIN 3 times R R

Information

Service description available on the public website =

Service commands are described on the public website =

++]+

Service fee information available on the public website =

List of frequently asked questions available on the public website - - - - o - o - -

Printable version of service description is available on the public website =

+|+

Printable version of agreement is available on the public website =

Printable version of comands description is available on the public website R R

Downloadable version of service description is available on the public website S0 e s I R I

Downloadable version of agreement is available on the public website Sl - - - ]

Downloadable version of comands description is available on the public website = - - - - - - - -

Security

Security measures of service described on the public website R

[Tips for secure connection are described on the public website R

[Session time out is present =

Necessity to authorize with personal number (e.g. client number) =

++ ]+

Necessity to authorize with custom password =

Necessity to enter code from code card/generator to execute any transaction = - - - - - - - -

JAccess to account is blocked after entering incorrect login data for five or less times o

Login ID and passwords are the same for multiple m-banking services =

++]+

Data communication between user and bank is encrypted =
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Latvian banks

AVERAGE

VEF banka

Trasta komercbanka

SEB Unibanka

Rietumu banka

Regionala investiciju banka
Parex banka

Ogres komercbanka
Multibanka

Latvijas Tirdzniecibas banka
Latvijas Krajbanka
Hipoteku un Zemes banka
Latvijas Biznesa banka
LATEKO banka

DnB NORD

Banka Paritate
Komercbanka Baltikums
Baltic Trust Bank
Aizkraukles banka

Nordea

Hansabanka

WAP banking in Latvia

0%

10%

20%

45%

30% 40% 50%

53%

T
60%

T T T I
70% 80% 90% 100%

Commentary

Higher figures represent better results

e latvian scene of WAP banking is extremely underdeveloped with only two out of
twenty banks offering this kind of service. As far as those banks’ offers are concerned,
present services are fairly well developed.

e Hansabanka's IBS has links to 2 Latvia's largest mobile phone operators’ public website
sections, where the GPRS and WAP settings are explicitly described. This is very useful
for inexperienced mobile Internet users.

e During Nordea WAP testing, the site did not display national symbols correctly, the
page was not formatted to a corresponding phone screen settings.
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Detailed testing results
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Subscription & Service Management
It is possible to activate mobile banking N ol ole el N
service by visiting branch
It is possible to block mobile banking service | 0 I O O A I
by visiting branch
It is possible to block mobile banking service || | | | | || | .| . .| [ | [.].
by sending SMS
Service is available to clients of all mobile 1 S 0 R R O U U A A I B I
operators in a country
It is possible to activate mobile banking N
service from IBS
It is possible to block mobile banking service | | | | | | F o Lol e oo oL
[from IBS
[Transactional Functionality
It is possible to make alocalmoneytransfer | = [ - | = | - | = | - [ = |- [={-|*|+|-|-[-[-|-1-]1-]"-
It is possible to make a delayed local money 1 S 0 N U U A A I I I
jtransfer
It is possible to make an international transfer| = | - | = | - | = | - [ = -[-{-|-|-|-|-[-"[-[-1-1-1"-
It is possible to make a delayed international || | [ | | | | | .| .| .| [ | [.].
[transfer
Express money payment is available R R R R R R R s
Currency conversion is available - - - - - - - -] - -
Utility payments (water) B I ) I e i e I R e e e e
Utility payments (heating) e
Utility payments (electricity) R R e
Mobile phone service payment (2 largest N
providers)
Fixed phone line payment R e
Setting automatic payments TR ROl E
Pre-defined payment triggering RN
Pre-paid mobile account refill (2 largest N
provides)
Informational functionality
Current account balance information R R
It is possible to see an account number S - IR - R - - R - - - - -
Last transaction details are available R R R R R R N
Currency exchange rates are available R R R s
It is possible to see information from the N
stock exchange
Latest bank news S e e e R R T
Special offers R R R s
[t is possible to find the locations of ATMsor | | | | | [ [ | | | 1 | [ [ .| || | |.
bank branches
Information about loan and depositinterest | | | | | [ [ | | | 1 | [ [ .| || | _|.
rates
Reporting Functionality
Reporting about transactions triggered by N
automatic payment setting
Leasing payment reporting H EH B B B B B EEE
Loan payment reporting R R R R R R R N
Account fund change reporting - N EREE R E
Notification concerning contraction of b bt b ]
balance of account to a certain level
Order monthly account information R R R R R R N
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Detailed testing results (continued)

Criteria

EF banka

Regionala investiciju banka

Multibanka

Banka Paritate

Komercbanka Baltikums

Baltic Trust Bank

Latvijas Biznesa banka

Hipoteku un Zemes banka

Latvijas Tirdzniecibas banka

IAizkraukles banka

Nordea

Hansabanka

Parex banka

Latvijas Krajbanka
LATEKO banka

Ogres komercbanka
DnB NORD

Rietumu banka

SEB Unibanka
[Trasta komercbanka

Other functionality

(Changing daily transaction limits

(Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card
after entering wrong PIN 3 times

Information

Service description available on the public
ebsite

Service commands are described on the
public website

Service fee information available on the
public website

List of frequently asked questions available
on the public website

Printable version of service description is
available on the public website

Printable version of agreement is available
on the public website

Printable version of comands description is
available on the public website

Downloadable version of service description
is available on the public website

Downloadable version of agreement is
available on the public website

Downloadable version of comands
description is available on the public
ebsite

Security

Security measures of service described on
[the public website

[Tips for secure connection are described on
[the public website

Session time out is present

Necessity to authorize with personal
number (e.g. client number)

Necessity to authorize with custom
password

Necessity to enter code from code
[card/generator to execute any transaction

IAccess to account is blocked after entering
incorrect login data for five or less times

Login ID and passwords are the same for
multiple m-banking services

Data communication between user and
bank is encrypted
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Estonian banks

WAP banking in Estonia

AVERAGE

Tallinna Aripank

SBM Pank

SAMPO

Krediidipank

Nordea

SEB Uhispank

Hansapank

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Commentary

e WAP banking services are only present in the largest banks (Hansapank, SEB Uhispank,
Nordea), the range of functions is limited mostly to transactions and balance, but there
are some trends towards a broader spectrum of services, like currency exchange and
foreign payments.

e Despite that, Estonian banks provide widest range of functionality among all Baltic
banks.

e Nordea WAP services are provided via a Finnish system mobile.nordea.fi; the settings
are different for different mobile telephone models, but they are nevertheless
thoroughly described on the public website. The general address given on the first
service description page (mobile.nordea.ee) does not work on Nokia 6100 (the model
used for testing).

o SEB Uhispank apart from the username and password also requires a code from a code
card.
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Detailed testing results

Criteria

Hansapank

SEB Uhispank
Krediidipank

Nordea
SAMPO

an
allinna Aripank

Subscription & Service Management

It is possible to activate mobile banking service by visiting branch

It is possible to block mobile banking service by visiting branch

+|+

It is possible to block mobile banking service by sending SMS

Service is available to clients of all mobile operators in a country

It is possible to activate mobile banking service from IBS

+

It is possible to block mobile banking service from IBS

Transactional Functionality

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

Express money payment is available

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Fixed phone line payment

Pre-paid mobile account refill (2 largest provides)

+H |+ ]+

Setting automatic payments

|+ ]+ ] ]+

Pre-defined payment triggering

Informational functionality

Current account balance information

It is possible to see an account number

++]+

Last transaction details are available

Currency exchange rates are available

+|+|+]+

It is possible to see information from the stock exchange

Latest bank news

Special offers

It is possible to find the locations of ATMs or bank branches

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

Order monthly account information

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

+

Service fee information available on the public website

+|+]+

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of comands description is available on the public website

+|+]+

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of comands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

+

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

Access to account is blocked after entering incorrect login data for five or less times

Login ID and passwords are the same for multiple m-banking services

AEEannane

+H++ ]+

]+ ]+ ]+

Data communication between user and bank is encrypted
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16.3 SMS banking

Testing results have revealed that SMS-banking channel in the Baltic banks carries mainly
informative and reporting functions rather than possesses any kind of interactive functionality. It
is extremely rare occasion for one to expect the feature of executing the money transfers or
carrying out any kind of operations related to the account fund movement.

Instead, it is extremely popular in Baltic banks for SMS-banking channel to offer users such
informative features as current account balance and information (i.e. number of account,
account’s holder, type etc.) provision. Besides, it is quite popular for an SMS-bank to possess a
notification functionality — a user is being informed via SMS in case of any kind of account
funds’ movement.

From the field analysis it is possible to derive a conclusion that banks mainly view mobile
banking channels more as informative rather than functional.

Even if not insisting on the necessity of mobile banking channels to be perfect substitutes to
each other in all kinds of functionality, it is still more than obvious that SMS-banking channel
should support at least some transactional functionality. The intuition behind this statement is
quite simple. While Internet access from a computer using a mobile phone is both slow and
extremely expensive, SMS-banking is a perfect solution for executing basic banking tasks
conveniently and in time.
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Lithuanian banks

SMS banking in Lithuania

AVERAGE

Nordea

Medicinos bankas

Ukio bankas

SEB Vilniaus bankas

DnB NORD

SAMPO bankas

Siauliu bankas

Bankas SNORAS

Hansabankas

Parex bankas

I T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Commentary

e SMS banking services are rather evenly developed in Lithuania. Only the three lowest
ranked banks are considerably lagging behind. Nordea does not offer any SMS banking
services, Medicinos bankas and Ukio bankas offer only limited functionality and provide
only limited information about SMS services.

e Parex bankas and Hansabankas offer rather thorough transaction details compared to
other banks’ SMS messages.

e |t took 3 calls, 2 visits and a week of waiting to get the SMS banking manual in
Medicinos bankas, which still did not include the number for sending SMS queries.

e Ukio bankas representatives redirected researcher couple times from local branch to
head office and back, with SMS service being activated only after visiting each branch
couple times.

e In its public website Siauliu bankas states that one can order the transaction list via
SMS at the end of the month. However, the manual does not explain how to do that.
After calling the bank, the manager told that there was no such option. The same
manual states that one can do local money transfers via SMS, however, the consultant
denied the existence of such function.
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Detailed testing results
8
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2 < 2|5l
Criteria 5 2|8 P vl I
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Subscription & Service Management
It is possible to activate mobile banking service by visiting branch +| + S+ H| o+ +
It is possible to block mobile banking service by visiting branch 47 - +| +
It is possible to block mobile banking service by sending SMS B - - - 1
Service is available to clients of all mobile operators in a country DR EEE
It is possible to activate mobile banking service from IBS BN SN S D B |-
It is possible to block mobile banking service from IBS I -+ - +
Transactional Functionality
It is possible to make a local money transfer - - - - 1
It is possible to make a delayed local money transfer N - -
It is possible to make an international transfer - -] - T
It is possible to make a delayed international transfer - T - - -
Express money payment is available -1 -1T-1-71- T
Currency conversion is available |- -] - T
Utility payments (water) - - e I
Utility payments (heating) -7 -T-T-71-T- -
Utility payments (electricity) - -T-1T-1-71T- i
Mobile phone service payment (2 largest providers) S -]+ - 1
Fixed phone line payment -] -T-1-7T- -
Pre-paid mobile account refill (2 largest provides) -] - -] -
Setting automatic payments - - ST I
Pre-defined payment triggering B I S R I 1
Informational functionality
Current account balance information |+ ]+ -] ] ] +] ] +
It is possible to see an account number B Y R I e e
Last transaction details are available R E R
Currency exchange rates are available + + ] - -] -] -] -
It is possible to see information from the stock exchange EO I I I e e -
Latest bank news - - ST 1
Special offers |- ST I
It is possible to find the locations of ATMs or bank branches N D |-
Information about loan and deposit interest rates -] -] -] - -
Reporting Functionality
Reporting about transactions triggered by automatic payment setting e
Leasing payment reporting - =T-T-1-7T- T
Loan payment reporting |- -1
Account fund change reporting R +
Notification concerning contraction of balance of account to a certain level o - - -] ] ] -
Order monthly account information -1 -1T-1-71- T
Other functionality
Changing daily transaction limits - - B B I
Changing user login data |+ ] -] [+ +[ #] +
Order a payment card |- -] T
Fill in the application for a credit |- e
It is possible to unblock a payment card after entering wrong PIN 3 times FO I ) e I |-
Information
Service description available on the public website [+ |+ - ] ] ] ] -
Service commands are described on the public website +| +[ * A S
Service fee information available on the public website RN
List of frequently asked questions available on the public website N D I e |-
Printable version of service description is available on the public website +| +[ # S| A +
Printable version of agreement is available on the public website B I S R I 1
Printable version of comands description is available on the public website +| +| +| - -] +] + i
Downloadable version of service description is available on the public website R - -
Downloadable version of agreement is available on the public website - - - - [ I
Downloadable version of comands description is available on the public website - - - = - B 1
Security
Security measures of service described on the public website +| + e 1
Tips for secure connection are described on the public website - - - = - B 1
Session time out is present -1 - T - -
Necessity to authorize with personal number (e.g. client number) R A S A
Necessity to authorize with custom password +| + + - | ] ] +] +| +
Necessity to enter code from code card/generator to execute any transaction - - Sl-] -] -
Access to account is blocked after entering incorrect login data for five or less times + | -+ - ] ]+ H| +
Login ID and passwords are the same for multiple m-banking services o+ - -] - - -
Data communication between user and bank is encrypted BE - - 1
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Latvian banks

SMS banking in Latvia

averace I 10%

VEF banka | 0%
Trasta komercbanka |
Regionala investiciju banka |

Ogres komercbanka |

Nordea
Multibanka |
Latvijas Tirdzniecibas banka |
Hipoteku un Zemes banka |

Latvijas Biznesa banka<‘

pnB NORD |9%
Banka Paritate |
Komercbanka Baltikumsif
Baltic Trust Bank: o

Aizkraukles banka | T~
SEB Unibank 20%
i banka | 26%
LATEKO banka |
'_| h 1 7

Parex banka |
Latvijas Krajbanka

1 T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Commentary
e  Six out of twenty Latvian banks offer SMS banking services.

e As the functional development and information category scores are rather similar, main
differences are observed in service subscription and management as well as security
categories.

e Parex banka’'s SMS-banking service is easy to use and has wide range of service
customization.
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Detailed testing results
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Subscription & Service Management
Itis possible to activate mobile banking service by ] N N R B
visiting branch
It is possible to block mobile banking service by [ ) 0 N (RN Y P O BN
visiting branch
It is possible to block mobile banking service by N
sending SMS
Service is available to clients of all mobile P
operators in a country
It is possible to activate mobile banking service N
from IBS
It is possible to block mobile banking service from | | 1 | | L[ | o o al el o L]
1BS
Transactional Functionality
It is possible to make a local money transfer SN S D I L (L I L (v L R I I
It is possible to make a delayed local money P
transfer
It is possible to make an international transfer S I [ ) I e I i I e
It is possible to make a delayed international P
transfer
Express money payment is available FO IR N S ) I e ) I ) IR ) (R ) I
Currency conversion is available B e
Utility payments (water) N S e
Utility payments (heating) BN S e
Utility payments (electricity) BN S e
Mobile phone service payment (2 largest NN
providers)
Fixed phone line payment A e e
Setting automatic payments N - - - - - - e
Pre-defined payment triggering R e e e e
Pre-paid mobile account refill (2 largest provides) SR e e e
Informational functionality
Current account balance information eI
It is possible to see an account number O I L I S ) ) B ) IR D T I I [ e
Last transaction details are available D S S i e
Currency exchange rates are available eI
It is possible to see information from the stock N
exchange
Latest bank news NN I D I D I i B i D ) I ) B
Special offers E e e e e
It is possible to find the locations of ATMs or s
bank branches
Information about loan and deposit interestrates | = [ - | = | - [ = | - | - |- |- -|-|-[-|-1-|-]-]|+]|-
Reporting Functionality
Reporting about transactions triggered by oo o T Tl el Pl T T,
automatic payment setting
Leasing payment reporting I I I I I ) e e e
Loan payment reporting B S e
Account fund change reporting D I L R e
Notification concerning contraction of balance of N
account to a certain level
Order monthly account information eI
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Detailed testing results (continued)

Criteria

EF banka

Regionala investiciju banka

Multibanka

Banka Paritate

Komercbanka Baltikums

Baltic Trust Bank

Latvijas Biznesa banka

Hipoteku un Zemes banka

Latvijas Tirdzniecibas banka

IAizkraukles banka

Nordea

Hansabanka

Parex banka

Latvijas Krajbanka
LATEKO banka
Ogres komercbanka
DnB NORD

Rietumu banka

SEB Unibanka

[Trasta komercbanka

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after
entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public
website

Service fee information available on the public
website

List of frequently asked questions available on the
public website

Printable version of service description is available
on the public website

Printable version of agreement is available on the
public website

Printable version of comands description is
available on the public website

Downloadable version of service description is
available on the public website

Downloadable version of agreement is available
on the public website

Downloadable version of comands description is
available on the public website

Security

Security measures of service described on the
public website

Tips for secure connection are described on the
public website

Session time out is present

Necessity to authorize with personal number (e.g.
client number)

Necessity to authorize with custom password

Necessity to enter code from code
card/generator to execute any transaction

Access to account is blocked after entering
incorrect login data for five or less times

Login ID and passwords are the same for multiple
m-banking services

Data communication between user and bank is
encrypted
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Estonian banks

SMS banking in Estonia

AVERAGE

Tallinna Aripank

SBM Pank

Nord

SAMPO

SEB Uhispank

Krediidipank

Hansapank

T T T T T T
0% 10% 20% 30% 40% 50%

T T T T
70% 80% 90% 100%

Commentary

Higher figures represent better results

e SMS banking services are rather well and evenly developed in Estonia. There is a trend
of high scores in subscription and service management subcategory, average scores in

security and rather low functionality scores.

e The most variable results are in information category describing availability of the

information about SMS services.

e SMS services are more informative than interactive, but some banks already have
extended features, such as express payment and mobile operator card refill.

e Krediidipank has useful and rare among the other banks feature - possibility to block

the service by sending an SMS.
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Detailed testing results
. £
teri | & = E’
Criteria = o s <<
M EIR B
Subscription & Service Management
It is possible to activate mobile banking service by visiting branch iF 7 iF
It is possible to block mobile banking service by visiting branch +| + -
It is possible to block mobile banking service by sending SMS Sl -] -
Service is available to clients of all mobile operators in a country |+ #| - - |-
It is possible to activate mobile banking service from IBS + +| + + -
It is possible to block mobile banking service from IBS +| |+ + -
Transactional Functionality
It is possible to make a local money transfer + + - -]-1-1-
It is possible to make a delayed local money transfer = - - -
It is possible to make an international transfer o - B _
It is possible to make a delayed international transfer NN T e
Express money payment is available + -] -1-]-1-
Currency conversion is available - - B B
Utility payments (water) S+ - B B
Utility payments (heating) BN e
Utility payments (electricity) S
Mobile phone service payment (2 largest providers) + +f -] -[-1-]-
Fixed phone line payment - B B R
Pre-paid mobile account refill (2 largest provides) - - -1 -T-1-
Setting automatic payments B -1 - -
Pre-defined payment triggering -+ -] -
Informational functionality
Current account balance information +| +| + + =
It is possible to see an account number B I
Last transaction details are available N S L
Currency exchange rates are available - - + -
It is possible to see information from the stock exchange S e - - -
Latest bank news - -T -]
Special offers oo - -
It is possible to find the locations of ATMs or bank branches - - -
Information about loan and deposit interest rates - - - -
Reporting Functionality
Reporting about transactions triggered by automatic payment setting |+ ] - #] -] -
Leasing payment reporting +| +| + + -
Loan payment reporting +| +| + + -
Account fund change reporting +| +] +]| - | +] -] -
Notification concerning contraction of balance of account to a certain level - + - +] -] -
Order monthly account information - - B B
Other functionality
Changing daily transaction limits |- e
Changing user login data - -T -]
Order a payment card - - B B
Fill in the application for a credit - B B
It is possible to unblock a payment card after entering wrong PIN 3 times - - - -
Information
Service description available on the public website + + + -
Service commands are described on the public website +| |+ + -
Service fee information available on the public website + + - ] -] -
List of frequently asked questions available on the public website + - - -]-1-]-
Printable version of service description is available on the public website - - -
Printable version of agreement is available on the public website + - - -
Printable version of comands description is available on the public website + + - -
Downloadable version of service description is available on the public website = - B - B -
Downloadable version of agreement is available on the public website - - - -
Downloadable version of comands description is available on the public website - - - -
Security
Security measures of service described on the public website +]| +| + + -
Tips for secure connection are described on the public website + + A -]
Session time out is present 5 s - -
Necessity to authorize with personal number (e.g. client number) - - + -
Necessity to authorize with custom password - -
Necessity to enter code from code card/generator to execute any transaction - -] -
Access to account is blocked after entering incorrect login data for five or less times - - iF -
Login ID and passwords are the same for multiple m-banking services - - - -
Data communication between user and bank is encrypted R e
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16.4 Automated phone banking

Automated phone banking is even rarer feature in the Baltic mobile banking arena than the
WAP banking. Being present in 3 out of 10 in Lithuania, in 2 out of 20 in Latvia and 2 out of 7
banks in Estonia, the offering itself may be vaguely called a mobile banking service at all.

Users of the automated phone banking service in the Baltic States receive rather limited range of
services, in most cases being offered just an option to check the account balance.

It is also interesting that, being present in Lithuania and Estonia and offering practically the
same services, SEB group banks and Hansagroup banks do not offer this kind of service in
Latvia.

Automated phone banking is almost a perfect substitute to the human-operated banking service
with the only exception that in the latter case a person is communicating with a bank’s
operator, while automated phone banking is an answering machine guided service.

Testing results show that in general banks choose to provide a human operated mobile banking
service rather than automated phone banking. Perhaps intuition behind such choice is that bank
executives, being guided by the will of personal approach to each bank’s client, employ the
position that if a person will communicate by the phone with a live person, then he/she will be
more satisfied. Meanwhile, there could be another angle of looking at the issue. It is possible to
assume that certain share of people do not want to talk to a live person, therefore, this type of
people may prefer a generalized interface, where one can easily cancel any decision, go back to
the previous menu or think over the decision not experiencing a pressure that someone is
waiting for the decision on the line.

Taking into consideration that it is very unlikely that phone communication type will soon
become outdated, employing the automated phone banking service Baltic banks may gain some
competitive advantage both on retaining current clients, as well as attracting new ones.
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Lithuanian banks

Automated phone banking in Lithuania

AVERAGE

Ukio bankas

Siauliu bankas

SAMPO bankas

Parex bankas

Nordea

Medicinos bankas

Bankas SNORAS

SEB Vilniaus bankas

DnB NORD
Hansabankas
1 T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Commentary

e In Lithuania, only SEB Vilniaus Bankas, DnB Nord and Hansabankas offer automated
phone banking services. The development of services offered is very equal as banks’ as
SEB Vilniaus bankas met 38%, DnB Nord and Hansabankas met 39% of the tested
criteria.

e Bankas SNORAS automated phone service is currently unavailable for new clients, thus
it was not tested.

e DnB NORD automated phone “TELE LINIJA" has an option to order currency exchange
rates via fax, however it did not work in practice. DnB NORD help centre officer
explained that this option is currently unavailable.
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Detailed testing results
8
“
2 < 2l 5|
Criteria s 2|8 alZ|Cl8| .,
z|2l=|g] |E|8|3|&|%
w|C|l8|c|m|8|lo|E(2]s
2|28 <2522
c|lo|S|3[E|9|2(al[3]|8
slS[FIs[2|f1F[8]|F]|S
Subscription & Service Management
It is possible to activate mobile banking service by visiting branch + e
It is possible to block mobile banking service by visiting branch - -+
It is possible to block mobile banking service by sending SMS - - = - = -
Service is available to clients of all mobile operators in a country -] - I - B -
It is possible to activate mobile banking service from IBS - -] - - - - -
It is possible to block mobile banking service from IBS - - - - -
Transactional Functionality
It is possible to make a local money transfer - - -+ R -
It is possible to make a delayed local money transfer n - B -] - e -
It is possible to make an international transfer 1 E oo E] -
It is possible to make a delayed international transfer T T S -T-1-T+7-
Express money payment is available ' o] -
Currency conversion is available 1 L B B [
Utility payments (water) 1 L S -T-1-T+7 -
Utility payments (heating) N . (s S -T-17-T+7-
Utility payments (electricity) 1. N I
Mobile phone service payment (2 largest providers) 1 L s - I
Fixed phone line payment N . (s S -T-1-T+7-
Pre-paid mobile account refill (2 largest provides) n - -] -] -
Setting automatic payments 1 L - B L
Pre-defined payment triggering 1 8 -1 -17+7-
Informational functionality
Current account balance information S+ + -] e -
It is possible to see an account number N - s I T
Last transaction details are available 1 + = o+ -
Currency exchange rates are available S|+ o+ S -T-1-T+7 -
It is possible to see information from the stock exchange - -] - - - - -
Latest bank news | L - B I
Special offers 1 L S -T-1-T+7 -
It is possible to find the locations of ATMs or bank branches N - B
Information about loan and deposit interest rates IR - B -] - E] -
Reporting Functionality
Reporting about transactions triggered by automatic payment setting - - R E
Leasing payment reporting ' T -
Loan payment reporting 1 L - - |
Account fund change reporting 1 8 -1 -17+7-
Notification concerning contraction of balance of account to a certain level - [ B
Order monthly account information ' o] -
Other functionality
Changing daily transaction limits 1 L - B L
Changing user login data S+ + ST -1 +7 7 -
Order a payment card 1 L B B [
Fill in the application for a credit 1 L ST -1 -7+ -
It is possible to unblock a payment card after entering wrong PIN 3 times I - [ B
Information
Service description available on the public website |+ o+ .
Service commands are described on the public website |+ o+ - o+ -
Service fee information available on the public website |+ -+l R -
List of frequently asked questions available on the public website |- - N
Printable version of service description is available on the public website |+ * - - |
Printable version of agreement is available on the public website - + BN S
Printable version of comands description is available on the public website S|+ + -] -] -
Downloadable version of service description is available on the public website -] - - - -
Downloadable version of agreement is available on the public website - - - - -
Downloadable version of comands description is available on the public website - - = - [ - [BEY -
Security
Security measures of service described on the public website |+ - = -+
Tips for secure connection are described on the public website - - BN S
Session time out is present |+ o+ ST -]+ 5] -
Necessity to authorize with personal number (e.g. client number) |+ o+ - -]+ e -
Necessity to authorize with custom password -+ - -]+ -
Necessity to enter code from code card/generator to execute any transaction - - = - [ - [BEY -
Access to account is blocked after entering incorrect login data for five or less times S|+ o+ - - -
Login ID and passwords are the same for multiple m-banking services |-+ - -+ e -
Data communication between user and bank is encrypted - ! B I I e
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Latvian banks

Automated phone banking in Latvia

AVERAGE :@

VEF banka
Trasta komercbanka:
SEB Unibanka |
Rietumu banka |
Regionala investiciju banka |
Parex banka | |
Ogres komercbanka |
Nordea
Multibanka |
Latvijas Tirdzniecibas banka |
Latvijas Krajbanka |
Hipoteku un Zemes banka |
Latvijas Biznesa banka
Hansabanka:
Banka Paritate |
Komercbanka Baltikums |
Baltic Trust Bank ||
Aizkraukles banka | 0%

LATEKO banka I 126%)

0%

0%
0%
10%|
0%
0%
0%

43%

DnB NORD

I T T T T T T
0% 10% 20% 30% 40% 50% 60% 70%

T T 1
80% 90% 100%

Higher figures represent better results

Commentary

e Automated phone banking is unpopular and rather underdeveloped service in Latvia,

being offered just by two out of twenty Latvian banks.

e Meanwhile, DnB NORD is offering quite extensive functionality to its clients.
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Detailed testing results

Criteria

EF banka
Regionala investi

Multibanka

T
~
c
o
e}
=]

Banka Paritate

[Komercbanka Baltikums

Baltic Trust Bank

Latvijas Biznesa banka

Hipoteku un Zemes banka

Latvijas Tirdzniecibas banka

Aizkraukles banka

Nordea

Hansabanka

Parex banka
Latvijas Krajbanka
LATEKO banka
(Ogres komercbanka
DnB NORD

Rietumu banka

SEB Unibanka

[Trasta komercbanka

Subscription & Service Management

It is possible to activate mobile banking service
by visiting branch

ax
T

It is possible to block mobile banking service by
visiting branch

It is possible to block mobile banking service by
sending SMS

Service is available to clients of all mobile
operators in a country

It is possible to activate mobile banking service
from IBS

It is possible to block mobile banking service
from IBS

Transactional Functionality

It is possible to make a local money transfer

It is possible to make a delayed local money
transfer

It is possible to make an international transfer

It is possible to make a delayed international
transfer

Express money payment is available

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest
providers)

Fixed phone line payment

Setting automatic payments

Pre-defined payment triggering

Pre-paid mobile account refill (2 largest provides)

Informational functionality

Current account balance information

It is possible to see an account number

Last transaction details are available

Currency exchange rates are available

It is possible to see information from the stock
exchange

Latest bank news

Special offers

It is possible to find the locations of ATMs or
bank branches

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by
automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of
account to a certain level

Order monthly account information
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Detailed testing results (continued)

Criteria

EF banka

Regionala investiciju banka

Multibanka

Banka Paritate

Komercbanka Baltikums

Baltic Trust Bank

Latvijas Biznesa banka

Hipoteku un Zemes banka

Latvijas Tirdzniecibas banka

IAizkraukles banka

Nordea

Hansabanka

(Ogres komercbanka

Parex banka
Latvijas Krajbanka
LATEKO banka
DnB NORD
Rietumu banka
SEB Unibanka

[Trasta komercbanka

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after
entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public
website

Service fee information available on the public
website

List of frequently asked questions available on the
public website

Printable version of service description is available
on the public website

Printable version of agreement is available on the
public website

Printable version of comands description is
available on the public website

Downloadable version of service description is
available on the public website

Downloadable version of agreement is available
on the public website

Downloadable version of comands description is
available on the public website

Security

Security measures of service described on the
public website

Tips for secure connection are described on the
public website

Session time out is present

Necessity to authorize with personal number (e.g.
client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator
to execute any transaction

Access to account is blocked after entering
incorrect login data for five or less times

Login ID and passwords are the same for multiple
m-banking services

Data communication between user and bank is
encrypted
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Estonian banks
Automated phone banking in Estonia
AVERAGE
Tallinna Aripank
Krediidipank
SBM Pank
SAMPO
0%
Nordea
Hansapank
SEB Uhispank
1 T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Commentary

e Automated phone banking is very rare, namely featured by two largest banks:
Hansapank offering only account balance information and SEB Uhispank providing
transaction services in addition to that.

e Meanwhile, SEB Uhispank is offering broadest available automated phone banking
functionality among all Baltic banks.
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Detailed testing results

Criteria

ansapank
SEB Uhispank
Krediidipank

Nordea

SAMPO

SBM Pank
ITallinna Aripank

Subscription & Service Management

It is possible to activate mobile banking service by visiting branch

+

It is possible to block mobile banking service by visiting branch

+

It is possible to block mobile banking service by sending SMS

Service is available to clients of all mobile operators in a country

It is possible to activate mobile banking service from IBS

It is possible to block mobile banking service from IBS

Transactional Functionality

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

Express money payment is available

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Fixed phone line payment

++]+|+]+

Pre-paid mobile account refill (2 largest provides)

Setting automatic payments

Pre-defined payment triggering

Informational functionality

Current account balance information

It is possible to see an account number

Last transaction details are available

Currency exchange rates are available

It is possible to see information from the stock exchange

Latest bank news

Special offers

It is possible to find the locations of ATMs or bank branches

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

++]+]+ ]+

Order monthly account information

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

Service fee information available on the public website

List of frequently asked guestions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of comands description is available on the public website

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of comands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

Access to account is blocked after entering incorrect login data for five or less times

+++++]+]+

Login ID and passwords are the same for multiple m-banking services

Data communication between user and bank is encrypted
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16.5 Human-operated phone banking

Human-operated phone banking may be undoubtedly called the most popular type of mobile
banking communication channels in the Baltics. Being present in all, except 2 banks in Estonia,
this mobile banking channel is an expected complement to the Internet Banking service.
Lithuania appears to be the only country, where human operated mobile banking is still
underdeveloped and is present only in 3 out of 10 retail banks in Lithuania.

For banks in the Baltic States human-operated phone banking appears to be the field of primary
scope among other available mobile banking communication channels. However, very little
attention and resources are devoted to this m-banking service. It is a rare case, when users of a
human-operated phone banking may execute any kind of transactions or fund movements in
their accounts, even not speaking about trading the securities and managing investment funds.

The most popular and widely spread human operated phone banking services are mainly
informational ones — one can get the account balance and information, as well as information
about recently occurred transactions and fund movements.

Speaking about human-operated phone banking, usually it is hard to define the edge between
the human-operated phone banking and services one can get during a call to the customer
service centre of a bank. Therefore, the assumption was made that one must log in for human-
operated phone banking services, otherwise it was treated as a customer information service.
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Lithuanian banks

Human-operated phone banking in Lithuania

AVERAGE

Siauliu bankas

SAMPO bankas

Parex bankas

Nordea

Medicinos bankas

DnB NORD

Bankas SNORAS

Ukio bankas

SEB Vilniaus bankas

Hansabankas

T T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Commentary

e  Only three banks in Lithuania offer human-operated phone banking services with
Hansabankas holding a strong lead in the category.

e In Ukio bankas it took a good while to convince branch consultant that such service
does exist. Nevertheless, the access was granted afterwards.
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Detailed testing results
]
2 i o s
o 4 w5 w € 0|8
Criteria o g IS 2 E |5 2 |s
& = < |8 < 8 |3 Iz [£
w Pl IS [0 |0 O & ©
CERER|xEBFE S
c o 3R I©ERI[EBI
BEECERERERE
Subscription & Service Management
It is possible to activate mobile banking service by visiting branch N > S|+
It is possible to block mobile banking service by visiting branch = - i
It is possible to block mobile banking service by sending SMS R - |
Service is available to clients of all mobile operators in a country FO [ R e o S -
It is possible to activate mobile banking service from IBS = - |- 1
It is possible to block mobile banking service from IBS EO I ) e = 1
Transactional Functionality
It is possible to make a local money transfer - - - |- 5 -
It is possible to make a delayed local money transfer EO I T I = - -
It is possible to make an international transfer = - - 1
It is possible to make a delayed international transfer -] -] - - |
Express money payment is available B - N - B -
Currency conversion is available = +] - 1
Utility payments (water) I S B 1
Utility payments (heating) N S B I
Utility payments (electricity) B B |-
Mobile phone service payment (2 largest providers) = +| - 1
Fixed phone line payment -+ -] - 5 1
Pre-paid mobile account refill (2 largest provides) - - - 5 -
Setting automatic payments - +| - 1
Pre-defined payment triggering BN - 1
Informational functionality
Current account balance information D S
It is possible to see an account number - +| - + 2| +
Last transaction details are available -+ -] - S+ o]+
Currency exchange rates are available B B o+
It is possible to see information from the stock exchange B0 I ) e = - -
Latest bank news - - B 1
Special offers B - N - = B I
It is possible to find the locations of ATMs or bank branches EO I T R - |-
Information about loan and deposit interest rates = - -t
Reporting Functionality
Reporting about transactions triggered by automatic payment setting - -] -] - |+
Leasing payment reporting e B |-
Loan payment reporting = +]| - 1
Account fund change reporting -] - 5 -
Notification concerning contraction of balance of account to a certain level - -] - -1 - - - -
Order monthly account information = +| - 1
Other functionality
Changing daily transaction limits - - - 1
Changing user login data - T - B I
Order a payment card o] -] - B |-
Fill in the application for a credit N R B 1
It is possible to unblock a payment card after entering wrong PIN 3 times - ] - - - | -
Information
Service description available on the public website = +| - +| -
Service commands are described on the public website -+ -] - 1
Service fee information available on the public website e S
List of frequently asked questions available on the public website - -] - - - - -
Printable version of service description is available on the public website = - 1
Printable version of agreement is available on the public website - -] - - - -
Printable version of comands description is available on the public website - -] - -1 - - - -
Downloadable version of service description is available on the public website = - - 1
Downloadable version of agreement is available on the public website - -] - - 1
Downloadable version of comands description is available on the public website -] - - - - -
Security
Security measures of service described on the public website -+ -] - S+ -] -
Tips for secure connection are described on the public website - -] - - = 1
Session time out is present - T - B I
Necessity to authorize with personal number (e.g. client number) - - + ] +
Necessity to authorize with custom password - -] - - S+ -
Necessity to enter code from code card/generator to execute any transaction - ] - - - - -
Access to account is blocked after entering incorrect login data for five or less times 0 - [ - B - - -
Login ID and passwords are the same for multiple m-banking services = +| - +] -
Data communication between user and bank is encrypted - -] - 1
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Latvian banks

AVERAGE |

Human-operated phone banking in Latvia

Baltic Trust Bank:
DnB NORD |

LATEKO banka
Ogres komercbanka:
Parex banka |

0%
10%|
0%
[0%)|
0%
0%

SEB Unibanka |
Aizkraukles banka |

16%

Banka Paritate

16%

Latvijas Biznesa banka |

16%

Latvijas Tirdzniecibas banka |

16%

16%

Multibanka |
Regionala i iciju banka |

16%

VEF banka |

16%

Hipoteku un Zemes banka |

@%

Komercbanka Baltikums |

|36%

Nordea |

[40%

Rietumu banka |

44%

Trasta komercbanka |

‘ 46%

Latvijas Krajbanka
Hansabanka

0%

10%

20%

30%

40%

50%

50%

60%

67%

T T T 1
70% 80% 90% 100%

Commentary

Higher figures represent better results

e Human-operated banking services seem to be most developed in Latvia, as fifteen
banks out of 20 offer significant functionality to their clients.

e Human-operated phone banking in Hansabanka offers similar functionality as bank’s

IBS.

e Although there is a link on the public website of Trasta Komercbanka to a phone
banking application form, the link (http://www.tkb.lv/public/?id=268) leads to a blank

page.
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Detailed testing results
© ©
2 . o
o ] £ g I8
Criteria 12 5 C 1S [
3, N4 c |n |®© § ;‘U
S = S |2 8 [c © = =
=] o v £ [0 2 < <
4 s LIS B8 IE |5 5 le 8 2 1S
> L le I 18N [ 8 © v o (o [©
= S ERlE |l ® g o 2 [ |o c v (5
= g =€ |= S B |g v ¥ [T |® c [
oo € E & 2 N s @ S E IS8 E R & |s [E
E Rk EKEBEPRLEE K G & M S E 5 e[S
s [c |8 S FE o laZlslclelaRrERIEIE
B s B [c g v @R ISEICERR[xISKIgEISP I
B E cEEERER g SRIEEBGRE R [8
E SO RBEFRREERPRERESE R BIE
Subscription & Service Management
It'is possible to activate mobile banking service |+ el el s el 2] S 1T.T.T.
by visiting branch
Itis possible to block mobile banking service by o 4 Tl Pl el oo e,
visiting branch
It is possible to block mobile banking service by Bl T 1 T T T T Tt I 11
sending SMS
Service s available to clients of all mobile NN Tl Pl el oo T,
operators in a country
It is possible to activate mobile banking service | oot oottt oot
from IBS
It is possible to block mobile banking service | AR
from IBS
Transactional Functionality
It is possible to make a local money transfer - | - B e
It is possible to make a delayed local money | T T T Tl ot T T s
transfer
It is possible to make an international transfer - |- B T I S e
It is possible to make a delayed international | T T Tl oot o
transfer
Express money payment is available - |- BN S R R ) R I e B
Currency conversion is available = - O I R B R I I I I A B (S B
Utility payments (water) - - e -T-1T-1T-1-1-1T-1T-1-1T-71-
Utility payments (heating) - - ST -1 -T-1T-T-1-1T-1T-T-1T-T-7-
Utility payments (electricity) & - B e e
Mobile phone service payment (2 largest | TP T T T Tttt T
providers)
Fixed phone line payment - |- BN R ) D S e
Setting automatic payments - |- BN S s ) R ) I ) I
Pre-defined payment triggering N - BN S S S L I e I ) I
Pre-paid mobile account refill (2 largest provides) | - | - AR e
Informational functionality
Current account balance information +| + BRI
It is possible to see an account number - -] - BN I e D e
Last transaction details are available +] + BRI
Currency exchange rates are available +| + B S S R S S D R D e
It is possible to see information from the stock | TP T Tttt o]
exchange
Latest bank news - | - N S D I v i ) D L D D B s
Special offers - | - el o= -T-T-T-1-1T-1T-1T-1-7T-1-
It is possible to find the locations of ATMs or | TP Tl sttt T
bank branches
Information about loan and deposit interest rates | +| + BRI EeEeTE
Reporting Functionality
Reporting about transactions triggered by | T T T Tl ool
automatic payment setting
Leasing payment reporting - |- BT E + - -F-1-1-1+]-]-
Loan payment reporting -] - - - B - - -T-T-T-1T+7-7-
Account fund change reporting o - -] - - - -T-T-1T-1+[-71+
Notification concerning contraction of balance of . B A0 T T oot
account to a certain level
Order monthly account information - - - - B - + - - -] -]+ - -
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Detailed testing results (continued)

Criteria

EF banka

Regionala investiciju banka

Multibanka

Banka Paritate

Komercbanka Baltikums

Baltic Trust Bank

Latvijas Biznesa banka

Hipoteku un Zemes banka
Latvijas Tirdzniecibas banka

IAizkraukles banka

Nordea

Hansabanka

Ogres komercbanka

Parex banka
Latvijas Krajbanka
LATEKO banka
DnB NORD
Rietumu banka
SEB Unibanka

[Trasta komercbanka

Other functionality

Changing daily transaction limits

+

Changing user login data

Order a payment card

Fill in the application for a credit

]+ +

It is possible to unblock a payment card after
entering wrong PIN 3 times

+

Information

Service description available on the public website

Service commands are described on the public
website

Service fee information available on the public
website

List of frequently asked questions available on the
public website

Printable version of service description is available
on the public website

Printable version of agreement is available on the
public website

Printable version of comands description is
available on the public website

Downloadable version of service description is
available on the public website

Downloadable version of agreement is available on
the public website

Downloadable version of comands description is
available on the public website

Security

Security measures of service described on the
public website

Tips for secure connection are described on the
public website

Session time out is present

Necessity to authorize with personal number (e.g.
client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator
to execute any transaction

Access to account is blocked after entering
incorrect login data for five or less times

Login ID and passwords are the same for multiple
m-banking services

Data communication between user and bank is
encrypted
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Estonian banks

Human-operated phone banking in Estonia

AVERAGE

Tallinna Aripank

Krediidipank

SBM Pank

SAMPO

Nordea

Hansapank

SEB Uhispank

i T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Commentary

e Human-operated phone banks are almost standard for Estonian retail banking, with the
widest range of services available among all mobile channels.

e The level of service development is rather high and even, with more noticeable
differences among banks observed when analyzing availability of information about the
service.
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Detailed testing results

Criteria

[Hansapank

SEB Uhispank
Kredidipank
Nordea

SAMPO

SBM Pank
[Tallinna Aripank

Subscription & Service Management

It is possible to activate mobile banking service by visiting branch

+
+
+

It is possible to block mobile banking service by visiting branch

+

It is possible to block mobile banking service by sending SMS

Service is available to clients of all mobile operators in a country

It is possible to activate mobile banking service from IBS

It is possible to block mobile banking service from IBS

+

Transactional Functionality

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

Express money payment is available

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Fixed phone line payment

Pre-paid mobile account refill (2 largest provides)

Setting automatic payments

IR RE
PO S S S IS I (S I (S I [ I
R R R I AR A R EA

Pre-defined payment triggering

FS) ) ) ) ) ) e e e e e e

N I A A A R A R A R

Informational functionality

Current account balance information

+

+
+
+
+

It is possible to see an account number

Last transaction details are available

Currency exchange rates are available

It is possible to see information from the stock exchange

Latest bank news

Special offers

It is possible to find the locations of ATMs or bank branches

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

|+ ]+ +
+ ]+ ]+
]+ +]+]+

Order monthly account information

|+ +]+]|+|+

+ |+ ]+

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

+|+)+ ]+ +

]+ +]+
]+ +]+
+| ]+ ]+
++]+]+]+

Information

Service description available on the public website

Service commands are described on the public website

Service fee information available on the public website

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of comands description is available on the public website

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of comands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

+

+
+
+
+

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

Access to account is blocked after entering incorrect login data for five or less times

Login ID and passwords are the same for multiple m-banking services

+++]+]+

++ ]+ +]+
++]+]+]+
++ ]+ +]+
++ ]+ +]+

Data communication between user and bank is encrypted
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Composite rankings 2006

To make the research more valuable to high level banking executives, a synthetic model has
been constructed, representing every bank’s ability to leverage the e-channel in two key areas,
namely:

e Attracting new clients
e Retaining current clients

By using Delphi methodology, benchmark weights were derived and adjusted to reflect the
averages as follows:

Functionality 3 3

3 2

2 3

Responsiveness 2 2
SUM 10 10

The reasoning behind the weights was that some tests were simulating the behaviour of
experienced, old time clients of a bank and others were reflecting the attitudes and needs of
new users (i.e. clients that either had been acquired very recently or were still considering
whether to enter into a relationship with the bank). The model allows calculating an overall
score for any given bank in both areas, and plots both values on a single XY chart (Attracting

potential clients vs. Retaining current clients).

NOTE on Composite Ranking

The intra-country composite rankings are relative and should not be compared across different
countries. For instance, one can safely claim that SEB Uhispank has shown better performance
than SBM Pank in Estonia, but one cannot compare SEB Uhispank’s composite ranking score

with that of Lithuania’s SEB Vilniaus Bankas in a meaningful way.

This of course does not prevent a reader from doing cross-border performance comparisons in
areas where absolute rather than relative figures are available (convenience test results are a

suitable example).
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Lithuanian banks

Composite Ranking — Lithuania 2006 -
BEST
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Overall rankings 2006 in Lithuania

Rank | Rank Attracting
2006 2005 new clients existing clients
1 (1) Hansabankas 7,8 7,5 15,3
2| (2 Sampo bankas 7,7 7.4 15,1
3| (3) SEB Vilniaus bankas 7,2 7,0 14,2
4| (9 Ukio bankas 7,4 6,7 14,1
5| (4) Parex bankas 7.1 6,8 13,9
6| (6) Siauliu bankas 6,2 5,9 12,1
7| (5 DnB NORD 6,2 5,5 11,7
8 | (7) | Bankas SNORAS 5,8 49 10,7
9| (8) Nordea 4,5 4,6 9,1
10 | (10) | Medicinos bankas 4,5 3,4 7.9
AVERAGE 6.4 5,9 12,3
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Latvian banks
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Overall rankings 2006 in Latvia

Attracting | Retaining

Rank| Rank new existing
2006 | 2005 clients clients

1 (1) Hansabanka 9,5 9,4| 18,9
2| (3) Hipoteku un Zemes banka 7,8 8,0 | 15,8
3| (2) | DnBNORD 7.4 7,6 | 15,0
4| (9) | Aizkraukles banka 71 69| 14,0
5| (5 Parex banka 7,0 6,8 13,8
6 | (7) | Latvijas Krajbanka 6,7 6,8 | 13,5
7| (4) | SEB Unibanka 5,8 58| 11,6
8 | (14) | Komercbanka Baltikums 5,8 54| 11,2
9 | (16) | LATEKO banka 5,7 55| 11,2
10 | (8) | Trasta Komercbhanka 5,8 54| 11,2
11 | (15) | Regionala Investiciju banka 5,3 54| 10,7
12| (6) | Nordea 5,2 54| 10,6
13 | (13) | Banka Paritate 4,5 4,2 8,7
14 | (11) | Rietumu banka 4,5 4,2 8,7
15 | (12) | Baltic Trust Bank 4,3 4,2 8,5
16 | (10) | Multibanka 3,7 4,0 7.7
17 | (18) | Latvijas Biznesa banka 3,6 3,6 7.2
18 | (19) | Latvijas Tirdzniecibas banka 2,5 2,3 4,8
19 | (17) | VEF banka 2,2 2,3 4,5
20 | (20) | Ogres Komercbanka 1,0 1.4 2,4
AVERAGE 5.3 5.2 10,5
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Estonian banks

Composite Ranking — Estonia 2006 -
BEST
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Overall rankings 2006 in Estonia

Rank | Rank Attracting
2006 | 2005 new clients
1] (1) SEB Uhispank 9,0 8,9 17,9
2| (2) | SAMPO 8,1 8,2 16,3
3| (3) Hansapank 8,3 7,9 16,2
4 | (4) | Krediidipank 4,3 3,5 7,8
5| (7) | Tallinna Aripank 4,1 3,5 7,6
6| (6) Nordea 3,3 3,6 6,9
7| (5 | SBM Pank 1,0 1,0 2,0
AVERAGE 5,4 5,2 10,6
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Top e-bugs and e-blunders ‘06
Latvia

DnB NORD

In one of their response e-mails, DnB NORD claims that the highest interest rates for investments
are definitely for deposits. ©

LATEKO banka

During a phone call to LATEKO banka in order to figure out whether there is a WAP banking
service available, our researcher was told that:

“Although there is no such service in LATEKO banka, you may still try to find it and if
your trial will be successful, then you’re a TRULY LUCKY GUY”. ©

Having opened LATEKO banka’s public website in Latvian, “IBS Tutorial” link leads to the help-
system content index in Russian, while content of help system itself is in English:

LATEKO MNET - Help

Index

DfWKe BonNpock

+ Hax eoiTn & Lateko NET:

+ oeHTudMkauma B Lateko NET

+ YroTakoe CIF

+ Y70 TaK0e WIEHTHEMEELMOHHOE VCT]

#* UroTakoe MQEHTHQHKQHHDHHSH Tah) .
& T e a0 Entering Lateko NET

LATEKO NET - Help

In order to connect to LATEKO MET, enter Your CIF code and serial nu

CIF code is Your code as a client of LATEKO Banka, It starts with the |y
in the bank, as well as in 2 LATEKD MET service connection contract ol

Attention! Client code shall be entered without spaces, The & letter |

If you use a DigiPass device for connecting to LATEKO NET: enter §
dalivarad with Hhe Dinin daui comthe bark cide of Hhe dovics T

Latvijas Biznesa banka

Due to a spelling error, Latvijas Biznesa banka has the most original money investing opportunity
— they suggested investing money in “fords” — sounds like a kind of car-asset.

Latvijas Tirdzniecibas banka

A response from Latvijas Tirdzniecibas banka contained the following:

“We, as a “child” company have to discuss the possibility of account opening for a non-
resident person with the “Mother”.

We can only imagine what kind of “mother” that is. ©

Nordea

Nordea responded with a blank letter to one of the e-mail inquiries.

Ogres Komercbanka

It took approximately 15 phone calls, 2 bank visits and 2,5 weeks to open an account with an
internet-banking feature enabled in Ogres Komercbanka. The official reason was:

"Our IT department manager is on vacation and no one can sign the account opening
documents right now”.

Copyright © 2006 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While metas ] te
every effort has been made to ensure the correctness of information, Metasite Business Solutions

UAB cannot be held responsible for the validity of information provided.



November 2006 Page 237

1 out of 2 total e-mail responses received from Ogres Komercbanka contained only:

“...we can't help you now...l am sorry...”

Rietumu banka, Multibanka

Rietumu banka and Multibanka use bizarre names for their customer service — e.g.
“eadll@rietumu.lv”; Dina Matvejeva <kkd-05@multibanka.com> .

Trasta Komercbanka

After confirming a local transaction of 0.01 sant. in IBS of Trasta Komercbanka, in about 30 min
a tester received a call from a bank, during which he was asked

| "What is the purpose of such MEGA-transaction?"

After explaining that he was just learning, our researcher was advised by the operator of the
bank to

“learn a bit more — the process of canceling transactions”.

Estonia

SAMPO pank, SBM pank

Just like the year before — SAMPO pank seems to work 24/7, responding to some of simulated
customer enquiries during the night — 3 AM.

SBM pank managed to respond in the early morning — 5 AM.

SBM pank

After making a trial transfer of EEK 0,20 to the SBM pank account, our tester was telephoned
by the bank the next day and was asked (in a quite disappointed tone) about the validity of this
transaction.

IBS user is “Forbidden” to use the help system in English ©
(an error message pops up if one clicks on the help link):

A0 Farb g emeMicroso Tl EEE e = [E][%]
Fle Edt Vew Favoites Took  Help o
) R B P e | @3- L B
s | ] hetpncifvene b rdsan en b erghel hied = 2] #s MR
i e e
Gt Wew * | Horbidden
ks
=] Ytz et hare poermiszien 12 acness (whfengbelp html en this seraee
& e
4] 55En sl HAddionaly, a-104 Fot Found error was encomtered whils trymg te use an
4] 55ER cubic ErreqDicoiment 1o haodle the reees
] s5ER swemiming
& oo
] ome Valen Apackeld 040 (Red Hath Jerver at ww.sbwbanbes Port 493
PO |
2] Done S o nkerret
- -
Lithuania

Medicinos bankas

In response to our researcher’s request to sign-up for SMS banking services, Medicinos bankas'’
Branch Manager responded:

“Every worker at our bank has a mobile phone, so you want one of our worker’s
phone number and that s/he would answer to your SMS by himself?”

Ukio bankas

Human-operated mobile banking service in Lithuania appears to have lunch hours as well. During
the test call, our researcher was explained that human-operated phone banking officer is having
lunch at the moment and the researcher was asked to call an hour later.
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Conclusions

1. While the picture with customer service responsiveness has improved considerably,
many banks still fail to integrate e-channels into their customer service processes.
Around one half of the banks still routinely fail to answer customer email inquiries, or
are unable to ensure consistent quality.

2. After two years of breakaway dominance in all the three Baltic countries during 2003-
2004, Hansapank positions have weakened substantially in Estonia in 2005. In 2006,
Hansapank has strengthened its positions, however, not enough to overcome
competitors - Hansapank finished still 3" in Estonia with SEB Uhispank and SAMPO at
the top.

3. Hansabanka remained a clear leader in Latvia, while in Lithuania the gap between
Hansabankas and its primary competitors has been diminishing further. This year
Hansabankas and SAMPO results were practically identical.

4. Some banks have improved their e-offerings significantly within a year. To name a few
— Ukio bankas in Lithuania, having ranked 4™ this year (9" last year); Aizkraukles and
LATEKO banka in Latvia — 4™ and 9", respectively (9" and 16™ last year, respectively).

5. The journey towards no-fee e-banking account opening has come to a close for
Estonian and Lithuanian banks, with none of the banks charging the customers for
opening e-banking accounts. We still expect that similar trend should take over Latvian
banking market over the coming years.

6. While real 24/7 customer service remains only partially available, many banks are
evidently working extended hours, answering customer inquiries in the evening or even
at night. That would have been unthinkable just three or four years ago, and we
applaud the trend.

7. Led by Estonians, all the banks in the Baltics are introducing new financial and non-
financial products and services to their e-banking product portfolios. The process could
be faster, but the direction is right.
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