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1. Introducing The Baltic E-Banking Report 2011

Dear Bank Executive,

The very first Baltic E-Banking Report, titled "Triumphs and Failures on the Baltic E-Banking Scene", was
launched into life nine years ago during the 2003 Banking and Finance in the Baltics conference. For
almost a decade we have been documenting and witnessing many changes in the financial landscape of
the Baltic states and how Baltic banks came to embrace online banking.

Since the first Baltic E-Banking Report saw the light of day, a team of over 45 professionals worked
every summer to gather more than 40000 data points and catalogue the results under the 6 categories
of E-banking tests, year after year. We've reviewed the results with banks to make sure they are
accurate, and evolved the research methodology to reflect the changing environment. However, for the
last 9 years the Baltic E-Banking report methodology has largely stayed as it was originally designed, to
provide continuity and historical reference, while also reflecting the continuing relevance of the same
broad areas of functionality, usability, completeness and clarity in Online Banking.

This year is the last year when we prepare Baltic E-Banking Report according to the original
methodology and format. In 2012, the report will stop being a paper-based document and become an
online e-bank benchmarking service, performed according to a completely renewed methodology,
reflecting the new state of the art and the new challenges in Electronic Banking.

In light of this, we have decided not to provide an overall ranking of Banks in this 2011 Report. The
original aim of compiling overall rankings was to motivate banks to understand where they are vis-a3-vis
their peers, and motivate them to perform better by selecting a leader. We have achieved this aim, as
the difference between the leaders is now reduced to the level of insignificant differences. All banks
know very well where they and their colleagues are, making an overall ranking unnecessary, in part
thanks to the transparency provided by independent reports such as this Baltic E-Banking Report. We
are changing the report because we see that it has served its purpose. Now, it is more important to
strategically leverage the newly emerging technological territory in a smart manner. The aim of the new
methodology and format of the report is to help busy executives navigate the difficult terrain of
tomorrow by providing up-to-the-minute insights into what peers are doing, and why.

| would like to express my sincere gratitude to all banks’ executives that have purchased the Baltic E-
Banking Report 201 1. Receiving your constructive feedback and observing some of our
recommendations being actually implemented serve as the best motivator for the Metasite Business
Solutions Baltic E-Banking Report team. We hope that the current 2011 Baltic E-Banking Report contains
valuable insights for you, helping you build the highest class e-banking services. We're also looking
forward to welcoming you to the new Baltic E-banking Benchmarking Service in 2012.
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Trends to watch in 2012

The changing environment

Last year the “crisis” environment became the new economic normality, as it became apparent that
worry-free growth is a thing of the past. Aftershocks are still felt from nationalization of Snoras Bank in
Lithuania and its related subsidiaries in Latvia, with Finasta Bank in Lithuania being put up for sale.
Continuing crisis in the Euro zone, and depressed stock markets keep Baltic banks alert, trying to
protect themselves from any possible impact. International banks active in the region have once again
started looking at reducing the cost base for the long term, strengthening their defenses, and starting
to absorb the market share previously held by Snoras and its subsidiaries.

In this context, investments into further development of electronic customer (self) service channels may
seem to be a secondary priority to some. We beg to differ: a crisis is always a great opportunity.
Globally, the technological developments have accelerated to a frantic pace, raising many new
questions, and presenting opportunities for a smart financial institution to leap ahead of its peers. As
the developments are occurring across many fields, it's time to place strategic bets in several focus
areas, so that limited resources are leveraged to deliver a maximum result. Banks that know what
they're doing will establish strong positions, but only if the strategy is consistent. Without strategic
clarity, banks risk spreading resources across too many emerging technological fields and failing to
achieve results in all of them.

We start the trends review with a simple question: what is the customer doing nowadays?
Generation ‘Facebook’

Generation Facebook may be a more catchy name, but Generation Y is how it is referred to by
sociologists. It is the group of customers who were born in the 1980s and 1990s and are now in their
early thirties, twenties or teens. This group of customers, although not fully homogenous, is
characterized by heavy use of contemporary consumer IT technology such as iOS and Android
smartphones, iPads and other tablet devices, Facebook, digital music, digital TV and video. Most of the
media that is consumed by this group is accessed through digital devices. Within the next ten years,
Generation Y will become the key active workforce in all Baltic states, driving the financial institutions to
serve them.

What are some of the emerging Generation Y habits?

e Super-short attention span. Everything has to be available here and now, 24x7. They don't visit
bank branches, except in an emergency situations. Long instructions and complicated forms are
an alien thing to them. Auto-suggest is how they like their forms fields done.

e Everything has to be world class, and news of failure spreads fast. These consumers are
demanding, and expect local providers to match global technology titans — “Could not find
your app in the appstore — where is it?"”. These people also know the global service providers
can track every activity and provide personalized service, so they expect local financial
institutions to be able to do the same. A personal finance management advice that is not
personal is a ‘#fail’, and one that is readily shared with friends via social media environments.

e GenY consumers use short, informal, Facebook / Twitter style communication, love
infographics and visuals. They live in an information overload world. For them, existing bank
communication is boring and impossible to properly consume because of lack of time and short
attention span.

e They are highly informed, sometimes cynical, compare prices avidly, and are not very loyal yet.
Their attention and loyalty will have to be earned.
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e They change what they don't like. 82% of Gen Y worldwide believe “[Our] generation has the
power to change the world” (EURO RSCG). Changing their primary bank, perhaps multiple
times, is something they are even more ready to do if their current banking services provider
fails to live up to their expectations.

Mobility and fragmentation of Online Channels

Three years ago, banking organizations were asking us: should the mobile e-channel be looked at
seriously? It was a valid question then. Today, mobile banking is a major force to be reckoned with, and
creates significant opportunities for retail financial institutions interested in gaining a certain class of
customers. TeliaSonera Research in the Baltic and Scandinavian countries has found that mobile banking
is amongst the most desirable missing smart phone features in the Baltics (together with mobile wallet,
and electronic voting). These features are demanded by affluent customers today, and such demands
can be ignored only at bank's peril if it is after this type of customer. It is best seen as a defensive
investment, a must-have which is necessary to keep the wealthy and advanced customer loyal today. In
the coming years, this feature will become mainstream, and will bring more customers to e-banking
than PC-based e-banking was ever capable of. Now is the time to raise all the tricky questions:

e iPhone, Android and mobile banking: should a mobile bank be a stripped-down mini version of
a desktop web e-bank, or something else completely?

e iPad and tablet devices in general - when, how, and for what purpose should a retail bank
leverage this platform?

e Should it be an app or a mobile e-bank website version?

e Is investment into mobile banking a money-maker, cost-saver, or is it just a cost of being in the
business? What is the best way to look at this?

e Social Media: is it a hang-out with customers, or a banking platform? One thing is certain: it is
a customer service platform, whether financial institutions like it or not, as complaints and
praise travel freely among friends. Although in many banking institutions use of Facebook is
still restricted among employees outside the PR department, some use it as an opportunity to
establish one more communication channel for interacting with Generation Y. An extreme
example is ASB Bank New Zealand, which established their branch in Facebook, claiming it is
Just like a regular branch, only here on Facebook.

Personal Finance Management: the new norm

Meteoric rise of Personal Finance Management is another major change sweeping the online banking
scene. Some industry watchers believe this will become the core feature of online banking. Online
Personal Finance Management initially was a non-banking service made popular by mint.com and similar
solutions, however now it is on the way to become a standard feature of contemporary online banks
with a number of implementations across the world and the first ones in the Baltics. Some questions to
be pondered are:

e Should a bank roll-out Personal Finance Management features in its e-bank? Which are the
must-have features? How shall it work?

e Perhaps a mobile Personal Finance Management app is the way to go?
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E-banking: time for a rethink or a redesign?
During the last few years, a number of completely new approaches to online banking have emerged.

The most striking example is Simple.com, a much publicized online bank which has been redesigned
completely from a consumer’s point of view. Simple.com has reinvented the concept of bank by
radically changing the way bank and its online solutions interact with the customer, focusing on how
customer sees the world instead of bank-centric approach where all processes are arranged according
to bank'’s internal logic. It works like Google, and looks like an Apple product.

Speaking of Apple, the company has raised the bar for elegant visual design and attention to details in
functionality to an unprecedented level in recent years, hence many customers are now expecting
comparable level of quality everywhere around them and online banking is no exception.

Innovative banks are using this to achieve competitive advantage and viral customer advocacy. For
instance, recently established Czech Equa bank is offering visual calculators as a main mean of
presenting products,and its online product ordering processes are of stunning simplicity. Equa has taken
care of elegant error handling as well, e.g. as when you leave an order form open without submitting it,
their system suggests you alternative ways to order the product later on.

A few questions worth raising are:

e How does your online banking experience compares against a typical Apple product usage
experience?

e What can you learn from Simple.com and the likes?

e What are the features that can be safely taken away and improving the overall customer
experience for vast majority of users?

A zoo of competitors or potential partners?

It is easy to spot ongoing fragmentation of traditional banking services, and emergence of niche
competitors in many areas:

o Family banking: invoice aggregators

o Retail payments: mobile payments/NFC challengers

o Online payments: payment aggregators, Paypal, Google, Apple
o Micro-finance and consumer credit providers

It's not so easy to devise the best strategy to accommodate these changes, as some will involve
launching competing bank products, and some may push towards opening up and partnering.

In our view, one of the most interesting questions to consider is also perhaps one of the most radical:

o Shall the bank become an API (Application Programming Interface)?

Stated otherwise, this question draws attention to the possibility for a bank to open up and provide
financial infrastructure services to other players who can serve the customer better in particular niche
scenarios.

Metasite Business Solutions would like to extend an invitation to interested financial institutions in the
Baltics to discuss these trends, threats and opportunities in dedicated seminars, and work together to
build better, more defensible strategic positions in the market.
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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 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 highlights 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:

e Not an evaluation of technical platforms
e Not a contest for the best graphical website design
o 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 Mobile banking
e Clarity
e Convenience
e Customer Service Responsiveness
e Innovation
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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 Web Site (PWS)

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.qg. 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 500+ distinct criteria characterizing a retail bank’s Internet banking
offerings in six major categories:

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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 500+
criteria.

Base data analyzed in this report has been gathered during field research and testing
sessions that were carried out in parallel during July 1 8:00 - August 31** 18:00 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 2012 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 private user 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. Tests were carried out using Internet Explorer browser.
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6. Subject of the research

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 researched bank.
e The Internet Banking System of every researched bank.

Retail Cownorate
Clients Cilenis
Public Website Internet Banking System

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 private banking clients, presently we
do not aim to provide any evaluations of such offerings.
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7. Banks covered in the report

The following banks have been covered in the 2011 Baltic E-Banking Report:

7.1 Lithuanian banks

Rank | Bank Website

1 SEB bankas

www.seb. It

2 Swedbank

www.swedbank.It

3 DnB NORD

www.dnbnord.lt

4 Nordea

www.nordea.lt

5 Citadele bankas

www.citadele.lt

6 Danske bankas

www.danskebankas.|t

7 Ukio bankas

www.ub.It

8 Medicinos bankas

www.medbank.It

9 Handelsbanken

www.handelsbanken.It

10 | Siauliu bankas

www.sb.lt

11 FINASTA

www.finasta.lt
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7.2 Latvian banks

Rank | Bank Website

1 Swedbank www.swedbank.lv

2 SEB banka www.seb.lv

3 Norvik banka www.norvik.lv

4 Nordea www.nordea.lv

5 GE Money Bank www.gemoneybank.lv
6 Latvijas Biznesa banka www.lbb.lv

7 TRASTA Komercbanka www.tkb.lv

8 DnB NORD Banka www.dnbnord.lv

9 Latvijas Hipoteku un zemes banka www.hipo.lv

10 | Privatbank www.privatbank.lv

11 | Citadele banka www.citadele.lv

12 | SMP banka www.smpbank.lv

13 | Latvijas Pasta Banka www.lapastabanka.lv
14 | Regionala investiciju banka www.rib.lv

15 | Handelsbanken www.handelsbanken.lv
16 | Danske banka www.danskebanka.lv
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7.3 Estonian banks

Rank | Bank Website

1 Swedbank www.swedbank.ee

2 SEB pank www.seb.ee

3 Sampo pank www.sampopank.ee

4 Nordea www.nordea.ee

5 Tallinna Aripank www.tbb.ee

6 LHV www.lhv.ee

7 Krediidipank www.krediidipank.ee

8 Marfin pank www.marfinbank.ee

9 Citadele pank www.citadele.ee

10 | Handelsbanken www.handelsbanken.ee
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7.4 Banks excluded from the research

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
2011 study because of one or both of the following reasons:

No internet banking system available at the time of the research.
Deposit card, credit card or other serious responsibility required to get access to IBS.

Bank is not providing services to retail customers or demonstrated lack of willingness to serve retail
customers.

Bank offering account only to specific customers

Bank offering account by requiring high deposit and contract of investment

Bank Country Reason of exclusion

UniCredit Bank Lithuania | Requires minimal deposit of 20.000 LTL

BIGBANK AS Lithuania | Do not offer banking services for private customers

MP Bank Lithuania | Do not offer banking services for private customers

Bankas SNORAS Lithuania | Petition in bankruptcy

ABLV banka Latvia Requires minimal deposit of 500.000 LVL

LTB Bank Latvia Requires more than 30 LVL for opening account and E-bank
Baltic International Bank Latvia Requires deposit of more than 1.000 LVL

UniCredit Bank Latvia Requires deposit of more than 10.000 LVL

Rietumu Banka Latvia Requires deposit of more than 10.000 LVL

Balticums Latvia Specializes in asset management and not for private customers
VEF Latvia VEF bank ceased the operation

Latvijas Krajbanka Latvia Petition in bankruptcy

UniCredit Bank Estonia Requires deposit of more than 10.000 EUR

DnB NORD Pank Estonia Do not offer banking services for private customers
BIGBANK AS Estonia ?éit?ﬁchngﬁsézﬁzninly for changing personal info and
Pohjola Bank pls Eesti Estonia Estonian bank does not offer any ebanking services
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8. E-Banking Fees

In order to reflect the differences in pricing strategies among the Lithuanian, Latvian and
Estonian banks, 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 OP;_TZ r;ing A:::r:?nn; I Mc;:i;hly Closing fee II:tSi;:apes:-
costs
SEB bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.40
Swedbank LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.40
DNB Nord LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.30
Nordea LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Citadele Bankas LTL 0.00 LTL 0.00 LTL 1.50° LTL 0.00 LTL 3.00
Danske Bankas LTL 0.00 LTL 0.00 LTL 1.15 LTL 0.00 LTL 1.40
Ukio Bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.20
Medicinos bankas LTL 0.00 LTL 10.00 LTL 0.00 LTL 0.00 LTL 3.00
Handelsbanken LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
Siauliu Bankas LTL 0.00 LTL 0.00 LTL 0.55 LTL 0.00 LTL 2.00
FINASTA LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 2.00

IBS transaction fee in this case is a domestic non-express IBS-initiated inter-bank payment
transfer fee.

Prices are valid as of October 1%, 2011.

! Every three months
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8.2 Latvian banks

Additional

Bank Name Opening fee opening Monthly fee | Closing fee IthiSO:?¢222-
costs
Swedbank LVL 1.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
SEB banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
Norvik banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Nordea LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
GE Money Bank LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Latvijas Biznesa banka LVL 0.00 LVL 1.00 LVL 0.00 LVL 0.00 LVL0.15
TRASTA Komercbanka LVL 2.00 LVL 0.00 LVL 1.00 LVL 2.00 LVL 0.35
DnB Nord LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
Latvijas Hipoteku LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Privatbank LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.15
Citadele banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 5.00 LVL 0.25
SMP banka LVL 5.00 LVL 0.00 LVL 0.00 LVL 5.00 LVL 0.30
Latvijas Pasta Banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.35
Regionala investiciju banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Handelsbanken LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Danske banka LVL 0.00 LVL 0.00 LVL 0.50 LVL 0.00 LVL 0.20

IBS transaction fee is a domestic non-express IBS-initiated inter-bank payment transfer fee.

Prices are valid as of October 1%, 2011.
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8.3 Estonian banks

. Additipnal . IBS transa-

Bank Name Opening fee opening Monthly fee | Closing fee ction fee*
costs

Swedbank EUR 0.00 EUR 0.00 EUR 0.96 EUR 0.00 EUR 0.38
SEB pank EUR 0.00 EUR 0.00 EUR 0.96 EUR 0.00 EUR 0.38
Sampo pank EUR 0.00 EUR 0.00 EUR 7.50 EUR 0.00 EUR 0.38
Nordea EUR 0.00 EUR 0.00 EUR 2.24 EUR 0.00 EUR 0.38
Tallinna Aripank EUR 0.00 EUR 0.00 EUR 0.64 EUR 0.00 EUR 1.02
LHV EUR 0.00 EUR 0.00 EUR 0.00 EUR 0.00 EUR 0.00
Krediidipank EUR 0.00 EUR 0.00 EUR 0.96 EUR 0.00 EUR 0.13
Marfin pank EUR 0.00 EUR 0.00 EUR 0.00 EUR 0.00 EUR 0.95
Citadele pank EUR 0.00 EUR 0.00 EUR 0.96 EUR 0.00 EUR 0.35
Handelsbanken EUR 0.00 EUR 0.00 EUR 1.26 EUR 0.00 EUR 0.16

IBS transaction fee is a domestic non-express IBS-initiated inter-bank payment transfer fee.

Prices are valid as of October 1%, 2011.
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The results of the tests

Overall categories results 2011 in Lithuania

2011 Functionality ~ Clarity ~ Convenience Responsiveness Mobile  Innovation
SEB bankas 90% 72% 86% 76% 70% 0%
Swedbank 90% 69% 87% 71% 52% 67%
Danske bankas 79% 73% 73% 68% 37% 0%
Citadele 64% 73% 72% 79% 39% 0%
Siauliu bankas 74% 72% 71% 69% 38% 33%
Nordea 63% 71% 92% 61% 35% 0%
Ukio bankas 75% 72% 68% 78% 36% 0%
DnB NORD 81% 65% 85% 68% 42% 0%
Medicinos bankas 52% 73% 65% 70% 32% 0%
Handelsbanken 35% 62% 90% 77% 14% 0%
FINASTA 47% 71% 65% 53% 6% 17%
Average 69% 70% 77% 69% 37% 10%

Changes in overall categories 2011 compared to 2010 in Lithuania

2011 -2010 Functionality ~ Clarity ~ Convenience  Responsiveness  Mobile  Innovation
SEB bankas 6% -12% 9% 3% 16% -8%
Swedbank 4% -12% 9% 0% 15% 36%
Danske bankas 14% 3% 9% 2% -1% 0%
Citadele -1% 7% 8% -5% -5% 0%
Siauliu bankas 7% 16% 9% 1% 29% 25%
Nordea 2% -3% 3% -25% 9% 0%
Ukio bankas 12% 1% 4% -13% 27% 0%
DnB NORD 4% -9% 5% -2% 2% 0%
Medicinos bankas 10% -6% 2% 39% -1% 0%
Handelsbanken 4% -1% 10% 10% 5% 0%
FINASTA 4% -15% 4% -9% -3% 17%
Average 5% -4% 3% 0% 9% 5%
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Overall categories results 2011 in Latvia

2011 Functionality ~ Clarity ~ Convenience  Responsiveness  Mobile  Innovation
Swedbank 92% 81% 83% 76% 67% 56%
NORVIK BANKA 80% 76% 81% 86% 47% 25%
Nordea 65% 65% 92% 53% 36% 25%
Citadele banka 72% 77% 65% 74% 30% 33%
SEB banka 93% 69% 71% 27% 39% 28%
TRASTA Komercbanka 58% 59% 83% 80% 27% 0%
Latvijas Biznesa banka 50% 61% 83% 38% 42% 0%
Latvijas Hipoteku banka 58% 65% 71% 67% 18% 0%
SMP Bank 51% 64% 76% 68% 7% 0%
DnB NORD Banka 67% 65% 66% 50% 20% 0%
GE Money Bank 48% 54% 77% 61% 35% 0%
Regionala investiciju banka 47% 56% 75% 62% 29% 0%
PrivatBank 55% 54% 67% 65% 25% 17%
Danske Bank 46% 60% 65% 82% 12% 0%
Svenska Handelsbanken 32% 57% 71% 77% 12% 0%
Latvijas Pasta Banka 46% 52% 77% 19% 20% 0%
Average 59% 63% 75% 62% 29% 10%
Changes in overall categories 2011 compared to 2010 in Latvia

2011 -2010 Functionality Clarity Convenience Responsiveness Mobile Innovation
Swedbank 12% 5% 8% -11% 29% 34%
NORVIK BANKA 1% 3% 0% 3% 9% 17%
Nordea 0% -15% 0% 0% 12% 8%
Citadele banka 15% 23% 7% 4% 4% 25%
SEB banka 9% 2% -14% -59% 10% 1%
TRASTA 10% 0% 4% 6% 1% 0%
Latvijas Biznesa 0% 0% -3% -35% 13% 0%
Latvijas Hipoteku 4% 3% -6% -19% 3% 0%
SMP Bank 4% -8% -1% 7% 2% -8%
DnB NORD Banka 4% 6% 2% -34% 6% 0%
GE Money Bank -10% -17% -3% 9% 9% 0%
Regionala invest. 1% 7% -4% 8% 4% 0%
PrivatBank 2% 2% -5% -24% 8% 0%
Danske Banka 2% 3% -1% 2% 9% 0%
Handelsbanken -1% 5% -17% 16% 3% 0%
Latvijas Pasta 5% -6% -6% -A41% 5% 0%
Average 3% -1% -3% -13% 8% 5%
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Overall categories results 2011 in Estonia

2011 Functionality Clarity Convenience Responsiveness Mobile Innovation
SEB pank 86% 84% 82% 59% 69% 67%
Swedbank 89% 65% 82% 68% 53% 58%
LHV 43% 72% 95% 81% 12% 58%
Sampo pank 77% 80% 75% 77% 27% 8%
Nordea 55% 69% 76% 72% 37% 8%
Eesti Krediidipank 63% 67% 72% 76% 33% 0%
Marfin pank 45% 60% 77% 74% 11% 0%
Citadele pank 52% 71% 65% 55% 12% 8%
Tallinna Aripanga 47% 59% 69% 61% 12% 0%
Handelsbanken 37% 48% 70% 60% 12% 17%
Average 56% 67% 75% 71% 24% 19%
Changes in overall categories 2011 compared to 2010 in Estonia
2011 -2010 Functionality Clarity Convenience Responsiveness Mobile Innovation
SEB pank 16% 16% -13% -11% 33% 42%
Swedbank 18% -10% -12% 17% 28% 27%
LHV 6% 12% 6% -4% 12% 25%
Sampo pank 1% 5% -16% 4% 14% 8%
Nordea -8% 2% -11% 9% 13% 0%
Eesti Krediidipank 7% 7% 1% 10% 7% 0%
Marfin pank 3% 5% -13% 6% 2% 0%
Citadele pank 1% 16% 9% -14% 3% 8%
Tallinna Aripanga 6% -8% -28% -28% 3% 0%
Handelsbanken 2% 0% -12% 7% 3% 9%
Average 5% 4% -10% -5% 10% 10%
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Conclusions

1. Increased online based communications resulted in strict anti-SPAM filters and unresponsiveness (a
significant amount of simulated email requests were rejected by poorly configured anti-SPAM filters). Only 4
banks out of 11 in Lithuania ended up with a positive change in responsiveness compared to last year. In
Latvia numbers are much worse and the whole category fell by 13% while Estonia is in the middle with -5%
change in responsiveness. As new generation tends to use more online communication channels than any
other mean to talk to institutions, banks should take this into account when developing communication
tools and perfecting their operations.

2. On the contrary to responsiveness - banks enriched IBS functions distinctly: Lithuanian and Estonian Banks
experienced positive change of 5%, and Latvian Banks added up 3% in functionality of e-banking systems.
The most improved bank in Lithuania is Danske bank (+14%), in Latvia - Citadele with +15% (ironically
Citadele in Lithuania is the one with decreased number in Functionality) and Swedbank in Estonia (+18%).
Nordea in Estonia decreased by 8% while GE Money bank in Latvia decreased by significant 10%.

3. Although functionality increased, systems got more confusing, less convenient and decreased in clarity.
Ironically, updated functionality could be named as one of the main reasons in drop of clarity and
convenience results.

4. Compared to last year, the lack of clarity is visible in Lithuanian and Latvian banks. Estonia is performing
best in this category with increasing by 4% in overall results (only two Estonian banks had decreased clarity
results). The opposite results are in Lithuania with overall decrease by 4% and only three banks with positive
numbers. Latvian Banks performed a bit better with overall decrease by 1%.

5. In Convenience category, Lithuanian and Latvian banks are modestly improving with 3% increase of overall
convenience of their IBS. Estonian banks are falling behind in customer convenience this year with
significant 10% decrease. Only LHV bank in Estonia performed with positive 6% change in convenience.

6. Considering innovative solutions, almost half of the banks have made some improvements in this category
although only a few of them provided significant innovations to their customers. The best performer in all
countries is Swedbank (improved by 36% in Lithuania, 34% in Latvia and 27% in Estonia). SEB decreased by
8% in Lithuania but improved in Estonia quite dramatically by 42%. Overall results have changed positively
by 5% in Lithuania and Latvia and by 10% in Estonia.

7. The importance of mobile banking is ever increasing: 3 out of 10 mobile phones sold in the Baltics are
smartphones (major competitors being Apple products and Android based phones). For this reason we have
included the Android based smartphones to the mobile banking research part together with iOS based
Apple devices (from previous year’s research). Overall results show that banks are improving in mobile
banking with increased results by 8% in Latvia, 9% in Lithuania and 10% Estonia.
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9. Functionality

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

The Functionality test aims to evaluate the variety of functions that 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 15 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: "Is it possible to set up automatic periodical payments”

Evaluation: “Yes”

Functionality subcategories

1. Sign-up section 9. Security measures
2. Login section 10. Languages

3. Transactions 11. Help system

4. Account information 12. Investment services
5. Payment options 13. Payment cards

6. Deposits 14. Insurance services
7. Loans 15. Other services

8. Leasing

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.
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Overall functionality 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.

Lithuanian banks

Overall functionality results for Lithuanian banks
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Estonian banks
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9.1 Signup

Criteria in the sign up subcategory reflects 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 1 76%
Medicinos Bankas I 50 %
Handelsbanken I 63 %
CITADELE Bankas I 63 %
Danske Bankas I 75%
Ukio Bankas I 75%
Siauliu Bankas 75 %
FINASTA 75 %
SEB Bankas 75 %
Nordea I 88 %
DnB NORD 100 %
Swedbank 100 %
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Higher figures represent better results

Detailed testing results
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Commentary

e Swedbank and DNB Nord banks fulfilled 100% criteria in this category. Nordea is also
included in top 3 of the category by fulfilling 88 %.

e 5 other banks performed well in the Sign-Up category by fulfilling 75% of criteria.
e Only 4 banks offer the possibility to log in using e-signature.

o All banks have information about their branch addresses, working hours, single e-mail
address for information and full information about the prices of IBS.

e Both DnB NORD and Swedbank offered the most convenient branch locators as well as user-
friendly demo versions, making the internet banking more appealing for new users.

e  Medicinos Bankas, same as previous years, performed the worst in this subcategory. It failed
at e-signature, single telephone number, favorites menu and demo user version criterions.

e Handelsbanken — the bank scores are high in the graphs, but only because there’s only one
branch in Lithuania — therefore all the information is provided on the front page. There is
very little information about account opening and management aside from a brief mention of
e-banking and multicurrency accounts.

e Most completed — addresses and working times. All banks have lists of their branch offices
with all information related to the location and working hours. Google maps or similar
solutions are often used to allow the client to pinpoint the nearest branch. There often are
search functions that allow the client to specifically search for ATM's, Customer Service
Centres, etc.

e Some banks provide basic contracts forms, but they have to be printed out. Only a few banks
provided the opportunity to enable e-banking online and only if the person already had an
account in the bank.

e Many banks have lists of their branch offices, but only a few provide customized search
options together with maps. SEB provides a search function with googlemaps integrated into
the system. The client can search for a specific type of branch that may work on weekends,
shops that pay out money or ATM'’s that serve drivers.
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e The only bank that can be contacted through free online chat programs is Nordea. It provides
the client with the opportunity to call the bank online. Although this function can only be
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used by a relatively small audience — young people that are well acquainted with internet
technologies, it is the first step on integrating the bank to youth-friendly online environments.
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Latvian banks

Sign Up functionality in Latvian banks

AVERAGE | 80%
Eesti Krediidipank | 63%
Danske Bank | 63%
Latvijas Pasta Banka | 75 %
Svenska Handelsbanken 75%
Regionala Investiciju Banka 75 %
PrivatBank | 75%
GE Money Bank | 75%
TRASTA komercbanka | 88 %
Latvijas Hipoteku un zemes banka | 88%
SMP Bank | 88%
Banka Citadele | 88%
DnB NORD Banka 88 %
SEB 88%
Swedbank 88 %
Nordea 88 %

NORVIK BANKA [IL I ] e

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

Higher figures represent better results

Detailed testing results
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Sign-up Possibility to log in using e-signature T -T-1-T-1-T-1-T-1-T-1-1T-1-T+
Sign-up A single telephone number for information N R R R R
Sign-up A single email address for information EN I I (5 [N I IR ) [ Il IS S [ I I
Sign-up Addresses of the branches provided in the bank's public w ebsite ER I I (5 [N I IR ) [ Il IS S [ B R
Sign-up Working hours of the branches provided in the bank's public w ebsite R R R B R R A A R A
Sign-up Possibility to have “favorites menu” in IBS after user signs-up A ] - A
Sign-up Demo-user (try out) version provided +| + +| -+ -+ +] - S|+ | +] -
Sign-up Full information about the price of IBS N R R R R
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Commentary

e 9 banks out of 16 performed well in this subcategory with the result of 88%.

e Only Nordea and Trasta banks provided e-signature feature.

e The least fulfilled criterions in this subcategory are e-signature and demo version. The rest
criterions are fulfilled highly.

e  The worst performers in this subcategory are Krediidipank and Danske banks. Both banks fail

at the same criterions - e-signature, favorites menu and demo version.

e NORVIK BANKA has Google Maps integrated to display branch profiles.

e On Nordea website the information about IBS can even be found with no demo user (demo

is also provided)

Nordea™ I

v Listotintarnathanks |  In Encish ) No-ucsn | 3 Kontai | %,

5l ) A

| & sakums | prva am | v | ume

| Kaneranorcea | Parnoraea | cenrass |

Privitpersonim )

E-pakalpojumi

E-pakalpajumi

Telefonbanks
Mobila internetbania

E-maksajums / &
idantifikacha

Bis2ak uzdotie jutsiumi

Gadijums, ja jisu elektroniskas identifikacias kodu karte i nozaudat

Internetbanka ]

Lai uzzinatu par Nordea internetbankas
piedavatajam iespejam, adzu, Kikskinist e
uz izvélnem, Do 140
W 14082000
3 o e ome e 31032010
w 100. o 0705200

Ustotafs  Stotuss  Darigunsa termin leaja
ANORE)S BERGS Alcha 102012

ANORES BERGS Akiva 0372012

Izmééingt Nordes Internatbankas DEMO versii

aubaties par kodu

® Only with 3 branches Latvijas Pasta Banka is the only bank who

maps.

pinpointed them on google
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s Ka maus atrast

WADIBA

FAKTI PAR BANMKL

Klientu apkalpoSanas centrs “Katlakalna™
Adrese: Katlakalna 1, Riga, Lv-1073

Talrunis; (+371) 6 777 2967

Fakss: (+371) 6 777 2995

Darba laiks: darbcienas 9:00-18:00

Norekinu grupa "Malkalne™

Adrese: Malkalnes pr.3, Ogre, LY-5001

Talrunis: (+371) & 777 2926

Fakss: (+371) 6 502 1198

Datba laiks: otrdiends - piektdienss 9:00-18:00, sestdiends 10:00-16:00

Norékinu grupa “Latplasis”

Adrese: Lacplesa iela 41, Riga, Ly-1011
Talrumis: (+371) 6 777 2923

Fakss: (+371) 6 777 2 991

FINANEU PARSKATI
KORESPONDENTBANKAS
— C
ZINI AV KLIENTU (21| [ Karte [Satelits] Rinda [ Earth | =
Camikava iz | Siguicas! Valatu K
KARJERA pagasts
Vangazi ety Pér|
T néukalns
REKVIZITI Adazi usD .49
ATSAUKSMES UN N o Allad) EUR 070
IEROSINEJMWI Kemenu K. [y Garkane al
nacionatais ! Mélpils o
parksl " Lapmezciems; | alpil
L3 Jtrmala ! [a2 (22 Ropazi
Babite Rig = Kontaki]
EA O
EA 5 Adrese:
jo | Stapini Suntaz|
F {45 | B : Katlakalna
[ Ml M sciospiis kazs \‘s:ku L
{49 | ksl Talrunis:
Ea e : =
Kalnciems {E22] Daugmale gresgals (+371)67.
Olaine - Ojaines.
pagasts o Ledm Fakss:
unbérze valgunde Baidone | A¥3002 o+ Kegums Rembate
Lielvarde L ielvars (+371)6 7
POVERED B¢ Cena lauku terit
; 2011, Google - E-pasta aj
Ozginieki Infarmacia par karti G2011 Tels Atlas - Fakalpojumi snisss anes g
info@latpa:

Shalit AF Latviias Pasts Banka lieldki karte

Ve

F{:
NE

°
contents:

SMP Bank navigation menu keeps disappearing at times, when user tries to hover

over its

10-PYCCKIA

\,( SMPBANK

Jillijs 08, 2011

¢ Kontaktinformaciia

Aktush

WVards, uzvards wal UZnémuma nosauk:

Kontakttalrumis™:

Adrese:

Pilseta:

E-pasta adrese:

s0dzTham, jautsjumiem®

Atzaukszmem, ierosingjumiem, priekilikumiem,

Lddzam Jds aizpildit wisas ar * atzimétas ailes

lapas karte  meklgfana mekIEL

Pakalpojumi privatpersonam Jautajumi Kontakti Instrumenti

Interneta norekini
Maksajumu kartes

Kredrti

Lizings

Hoguldijumi

Investicijas

Haudas parvedumi UHlstream

Pieteikumi

Atra palidziba

Piedavajums pensionariem

Hosatit Atcelt
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®  DnB Nord main menu looks like nothing else but a banner, so user instantaneously skip it:

DnB HORD pasaulgé | Valodas /Language | DnB HORD meitas uzpémumi m DnB NORD Ba n Ka

PRIVATPERSONAM

UZNEMUMIEM

PUBLIKACIJAS

PAR MUMS

-
- ) - JAUNUMI
INORD s TIESSAISTES |
lzmainss DnB NORD Bankas Vispiréjos
Demo wersi

s === DARUUMI EEEEaes
- - w 122.06.2011
FINANSU

Bankas un internetbankas iINORD darba
KARJERA DnB NORD
115.06.2011
Darba piedav5iumi . TI RGOS

laiks svEtku diends
lequldi Wasaras depozitd!

& Apskatit
INSTRUMENTI
Pieteikumi
Cenradis
Dokumenti
Kalkulatori
Notelkumi DnB NORD Trade™ platforma
Veic darijumus ar plasu finansu instrumentu
klastu patstavigi, turklat - par zemu komisijas
maksu!
Centralais birojs SOBRID AKTUALI
Skanstes iela 12, ~ Walirtu kursi » Vésture
Lv-1013 Izvélies Stabilitstes kreditu

Yaliita Padeam  Daedndam  IRCR IR CR majoklim un pasargs sevi no
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Estonian banks

Sign Up functionality in Estonian banks
AVERAGE 186%
Handelsbanken Eesti I 75 %
MARFIN BANK I 75 %
Citadele |75%
Tallina Aripank 88%
LHV 88 %
Sampo Pank I 88 %
Nordea 88 %
Krediidipank 88 %
SEB 100 %
Swedbank 100 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Detailed testing results
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Sign-up Possibility to log in using e-signature +| [+ |+ ]+ ] ]+
Sign-up A single telephone number for information + |+ +|+] ]+ ] +] +
Sign-up A single email address for information + |+ +|+] ]+ ] +] +
Sign-up Addresses of the branches provided in the bank's public w ebsite +| [+ |+ ]+ ] ]+
Sign-up Working hours of the branches provided in the bank's public w ebsite R R Y
Sign-up Possibility to have “favorites menu” in IBS after user signs-up + -1 - +|+| - +] -
Sign-up Demo-user (try out) version provided +l |+ -+ -] -]
Sign-up Full information about the price of BS R R Y R

Higher figures represent better results
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Commentary

e  SEB and Swedbank banks fulfilled all 100% of the criterions.

e Worst performers in the category are Handelsbanken Eesti, MARFIN PANK and Citadele.
Neither of them had an internet banking demo and favorites menu.

e  Only 4 banks out of 10, Swedbank, SEB, LHV and Aripank pank are providing its customers
with a customizable “favorites” menu in IBS.

e All banks had an e-signature, single telephone number, single e-mail address, addresses of
the branches, working hours and full information about the prices of the IBS criterions
fulfilled.

e LHV is the only bank that provides an online sign-up, Skype contact and a Google Maps
integration option.

ltamerenkatu 2 B
Helsinki, 00180
tel +358 01080 2252

Duntes iela 6-606
Riga. LV-1013 Latvia

Gyneju 16

Vilnius, LT-01109 Lithuania
tel +371 6750 2100 tel 4370 5 204 7 204

fax +371 6750 2102 fax +370 5 204 7 207 fax +358 095658 8601
Mon-Fri 9-18 Mon—Fri 9-18 Mon-Thu 9-16, Fri 9-15.30

info@lhv.| info@lhv.It info@lhv fi

Tartu Riga Vilnius Helsinki
' Dlevista Kirik - L
=
lfu_J]J - . 4 | e~
A = S Abty
- a Kanuti aed !
+
7 L % - -
- Ta||||'|n LS Tallinng A Weizprberg
% iikool K
” 5 Dty
3 Marva maante®
Tohruks! e =
Aleksander
B th Mevaki katedraal 4+
antes Tammsaare
park
f 2 d n Kadriorns
algi park AL Lrvepark el Kesklinn 4 bl =
.ea"*@ Py w‘?‘@
[ 8 [ o
& Ed
£ Lembity
park %
%g.s A~
& by S
a’ :
Tanismag En @‘?
¢ t
A0 [ 4 | Map data ©2011Tele Atlas - Terms of Use

Customer service
+372 6 800 400

Sk

astepoliklinik

Brokers
+372 6 800 420
Calls are recorded.

AS LHV Pank

Registration number: 10539549
VAT number: EE100530247
BIC/SWIFT: LHVBEE22

e In Handelsbanken it is hard to understand that a log-in “button” to the IBS is actually used
through the drop-down menu.
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& € | O www.handelsbanken.ee

Personaalne kontakt

Sisselogimine

Selectlanguage |~ |

-Online Banking

Pikaajalised pangandustraditsioonid Rootsist
Handelsbanken asutati 1871 aastal ja on seegavanim Stockholmi
Bérsil noteeritud ettevite. Handelsbanken pakub oma klientidele laias
valikus universaalseid finantsteenuseid.

Lai ja rahvusvaheline kontorivorgustik

Viimase 15 aastaga on Handelsbanken kasvanud tugevaks
rahvusvaheliseks pangaks, mis on arendanud valja laiaulatusliku
kontoriviirgustiku P8hjamaades, Suurbritannias ja mujal maailmas.
Tanaseks on Handelsbankenil 460 kontorit Rootsis, 48 Morras, 45
Soomes, 2 Venemaal ja dle 75 Suurbritannias ning kontorid ka kBigis
Balti riikides ja veel paljudes teistes riikides. Kogu Handelsbankeni
rahvusvaheline kontorivirgustik on Teie kdsutuses.

Handelsbanken Eestis

Eestis avas Handelsbanken oma filiaali 1. juunil 2006 ning pakub
nuud ka siinsetele klientidele mitmeid tugeva rahvusvahelise
universaalpanga viimalusi. Meie klientideks on nii ettevitted kui ka
eraisikud. Kui hindate paindlikku ja kliendikeskset lAhenemist, siis
killastage meid ja veenduge - Handelsbankenis on midagi teistmoodi.

-GlobalOn-Line

ndelsbanken

aal
Line g 11199418

BIC/SWIFT: HANDEE22

Aadress

Harju &, IV korrus

10130 Tallinn

Eesti

Telefon
+372 680 8300

Teata kadunud kaardist
+372 680 8333
(peale tddaega)

Avatud
E - N 10:00-16:00
R 10:00-15:00

Saada E-mail z=

Eesti vttis 01.01.2011
ametliku rahana kasutusele
euro. Loe [ahemalt
Euroveebist s»

NB!

Seoses euro
kdibeletulekuga on
muutunud valuutakursside
esitusviis. Palun jalgige
konverteerimissoovi
esitamisel tahelepanelikult
valuutade kursse! pg

Lahemaltloe siit ==

Loe siit SEPA kohta
lahemalt z=
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9.2

Login

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

Lithuanian banks

Login functionality in Lithuanian banks
AVERAGE ] 92%
Handelsbanken I 67 %
Medicinos Bankas I 67 %
Nordea I 83 %
Siauliu Bankas I 100 %
Danske Bankas I 100 %
SEB Bankas I 100 %
Ukio Bankas 100 %
CITADELE Bankas 100 %
FINASTA 100 %
DnB NORD 100 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Detailed testing results

Higher figures represent better results
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Login Help directions are given if you forget the passw ord or log-in information R A R S R S
Login User name can be seen on every page of the IBS + |+ |+ ]+ ] ] ] -
Login Clear and alw ays accessible log off button R (i QR (I RN ) [T ) () ) R
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Commentary

e Almost all the banks fulfiled 100% criterions except Nordea, Medicinos bankas and
Handelsbanken.

e  Most of the banks had similar Log-in forms and the log out is user friendly as well - one click
away.

e Medicinos bankas doesn’t have clear error messages and Help instructions while
Handelsbanken doesn’t provide any help directions.

¢ In Nordea the name of the customer is only shown during log in. Afterwards, it is not shown
any more.

e Swedbank had a convenient safety wizard below the log-in form:

Svetainés struktira | In English |  Swedbank* grupé +
Swedbank @

.Priv:tiem; klientams [V e s né bankininkysté | Ap bank® | Kontaktai

Darbo uimokestis
Programos ir pasidlymai
Saskaitos ir mokéjimai
Mokéjimo kortelés

Kaupimas pensijai

El. bankininkysté

Intemeto bankas

.. - - - -

<

.Mano biudZetas®
Kaip prisiungti prie interneto
banko

Elektronines saskaitos
l-Paraias
Wobilusis interneto bankas
‘Saugaus naudojimo stminting
Kontakty stnaujnimas
Klausimai ir atsakymai

Bankas telefony

Automating paslauga

Mobiusis bankas > Pradeti testy

El iZdas

Paskolos >

Automobiliy lizingas >

. . PR
Taupymas, ir » 3 4 no atr

draudimas o

: _Swedbank intemeto banke apsaugos Vis del to, jei plastikine kodu kortele
Zemés ks ir ’ ama 8 pasaliniai Zmones, pavojus gali i3kilti

Lietuvos studento > Siekiant to iSvengti, kvieGiame jus susipazinti ir aikylis toliau pateikiamu saugaus el.

paiyméjimas paslaugomis taisykliu.
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Latvian banks

Login functionality in Latvian banks
AVERAGE | 72%
Latvijas Hipoteku un zemes banka | 50%
Eesti Krediidipank | 50%
Nordea | 50%
Latvijas Pasta Banka | 67%
TRASTA komercbanka | 67%
SMP Bank | 67%
Svenska Handelsbanken | 67 %
Regionala Investiciju Banka | 67 %
DnB NORD Banka | 67%
PrivatBank | 67%
GE Money Bank | 67%
SEB 83 %
Swedbank 83%
Danske Bank 83%
NORVIK BANKA 83 %
Banka Citacele [0 o
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results
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Commentary

e The best performer in this category is Citadele. It managed to fulfill all the criterions.

e The least fulfilled criterions are the help directions and user name visible in all the pages in
IBS.

e Thre least performers in login subcategory is Latvijas Hipoteku un zemes Banka, Krediidipank
and Nordea by fulfilling only half of the criterions

o All of the banks provide clear error messages and always accessible log-of button. Other
highly fulfilled criteria is visible user name on every page in IBS

e Only DnB Nord failed to provide log-in field on the first page of banks website.

e  SEB bank even had video lessons on how to log in:

+SEDGrups WRSS + Stomap 1 0 o pyc E— TN

Lieliem uznémumi Par SEB banku

SEB banka: Internetbankas Ibanka priekSrocibas

» Umémeja komplekts

Kontakti &

* Jdsu viedoklis

» Esi alpazistams!
+ Celvedis hiznesa iesagiam!
+ Piesakies konsultiiijail
+ Sadarblhas partnery pieddvaumi
+ Atbalsts Tavam biznesam
+ ES struktdrfondi
=+ Korti
+ Norgldni
+ Elektroniskie pakalpojumi
Ihanka Business
Telebanka

Laika ieguvums * Kiientu apkalpoianas centr
+ Bankom3ti, Ibankas terminali

* SEBfinaniu centrs

12 ———

1 ; Riki

+ K& uzsakd darbu ar lhanku?
+ Ibankas demo versija o

Gatewsy
SMS banka
E- link Pt 0167125 @ ee—— 6000 9 52
Drodi pirkumi Interneta

+ Waksajumu kartes

= KredTi

= LTzings un faktorings K pieslégties lespéjas

=+ Noguldumi un investiciias Ibankai? Ibanka

* Pensijas

* Valltas un naudas darfumi m ﬂ

+ Daiibas apdroginasana

+ Korporativas finanses

+ Tirdzniecbas finansgana Ka veikt Darbs ar

+ Cenradis maksajumus? maksajumu

= Valiitu kursi m ﬂ

= Naudas lirgus indeksi &

e Norvik bank link for what to do if you forget your password was very difficult to find. It's
called "user’s manual", situated next to login information. It's a PDF file, where on page 9 it is
written: your account will be banned if you 5 times in a row enter wrong Password. If you
banned your account, OR FORGOT YOUR PASSWORD please call 67041100.

e  One of the wrong directions found is at that Parex Bank’s IBS opens in English and not in
Latvian by default. The user has to change language back to Latvian each time.

e  PrivatBank’s help directions when entering incorrect login info: in Latvian version of website,
it's not provided. But if switched to Russian language, it's written “you entered incorrect
data, please, check if your caps lock tab is switched off”.
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Estonian banks

Login functionality in Estonian banks
AVERAGE | 78%
LHV 167%
Handelsbanken Eesti I 67 %
MARFIN BANK I 67 %
Nordea I 67 %
Tallina Aripank I 67%
Krediidipank I 67 %
Swedbank | 83%
Citadele I 100 %
Sampo Pank 100 %
SEB 100 %
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Detailed testing results

Higher figures represent better results
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Commentary

The top 3 performers in this subcategory by fulfilling all the criterions are Sampo pank, Seb
and Citadele banks.

e Swedbank is only one criterion behind — help directions were not given in the error
messages.

e It is not possible to identify the worst performers in this subcategory as all the rest banks
fulfilled 67% of the criterions.

e The least fulfilled criterion is the help directions in the error messages.

e All banks have IBS log in field on the first page, clear error recovery messages and clear and

always visible log off button.

e  Citadele provides very user friendly error messages:
Citadele internetipank

Your login name is locked.
Please contact Bank by phone: (+372) 770 0000
24 hours a day.

Current date and time in the bank: 12.07.2011 / 00:32

Online Banking Officer: (+372) 770 0000

® 5C "Citadele banka" 2010
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9.3 Account information

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

account balances and reviewing transactional history.

Lithuanian banks

Siauliu Bankas
Danske Bankas

Account information functionality in Lithuanian banks

AVERAGE | 83%
CITADELE Bankas I 40%
Medicinos Bankas | 70 %
Handelsbanken I 80%
Ukio Bankas I 80%
Nordea | 90%

SEB Bankas

FINASTA

DnB NORD
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90% 100 %

90 %
90 %
90 %
90 %
90 %

Higher figures represent better results
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Commentary

The best performer in this category is Swedbank, who managed to fulfill all the criteria.
7 out of 10 banks performed well in the subcategory (90%)
The worst performed bank in this subcategory is Citadele bank, only 40%.

The most completed criterions — primary view of the account’s list. Almost all banks redirect
the customer to his account list where he is immediately made aware of how much money
and in which currency he has left. The account names can almost always be changed,
although the redundant accounts cannot be hidden.

The least completed criterions — use of accounts in the account’s list. Even though the
customer immediately knows his financial situation, he is not shown the details of when the
last time each account was used or how much it was used for. All these details should be

next to the account name.

e SEB and Swedbank had really good customizable transaction history options
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e Nordea IBS tells the customer that he cannot see a preview of the printout in pdf, even

though he has adobe reader installed:
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Latvian banks

Svenska Handelsbanken
TRASTA komercbanka
Regionalalnvesticiju Banka

Latvijas Pasta Banka
Latvijas Hipoteku un zemes banka

Account information functionality in Latvian banks

AVERAGE
SMP Bank

Eesti Krediidipank
Danske Bank

GE Money Bank

Nordea
PrivatBank
DnB NORD Banka
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| 50%
| 50%
| 50%

| 69%

| 60%
| 60%
| 60%
| 70%
| 70%
| 70%
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80%

NORVIK BANKA

80 %

Banka Citadele

90 %

SEB
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Detailed testing results

Higher figures represent better results
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Commentary

Top 3 performers with the 90% of fulfilled criterions are SEB, Swedbank and Citadele.

e  SMP, Handelsbanken, Krediidipank and Danske performed worst — only half of the criterions
fulfilled.

e Accounts list page with all accounts, printable version of the transactions history and type of
the account is displayed on the accounts page criterions were fulfilled by all the banks.

o Date and time of the last transaction and possibility to sort the transactions within IBS by
currency is the least fulfilled criterions.

e  While using the PrivatBank’s IBS, after clicking on the logo - error message appeared:

HTTP Status 404 - /%3C
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Estonian banks

Account information functionality in Estonian banks
AVERAGE 1 74%
Handelsbanken Eesti I 60 %
MARFIN BANK I 60 %
LHV I 70%
Nordea I 70%
Krediidipank I 70%
Citadele I 70%
Sampo Pank 80 %
Tallina Aripank 80%
SEB 90 %
Swedbank 90 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Detailed testing results

Higher figures represent better results
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Commentary

e The best performer in this category were SEB and Swedbank fulfilling 90% of the criteria, the
only criteria not matching is the same as the last year - date and time of transactions.

e In general, most of the banks performed well — 60% and more.

e  The weakest criterion is the date and time of the transaction shown in the accounts list page.
Only Krediidipank fulfilled this criterion.

e No technical malfunctions were found in Estonian banks.

Swedbank provides great variety of options in account statement:

About Swedbank est | rus | et (B I

Account statement

+ Defined payments

' ]
» Account statement x | =
» Domestic payments x | ACCOUNT
» Currency Exchange x
Rates o PERIOD From |13.07.2011 =
Private client home To [13072011 | |@
) fromo and detai
SEARCH fromlo and details
NFO account number (2] amount
mm. atement
Account statement AROMONAL OFTIONS, L]
¥ fuecount sbiment oplions SELECT OMLY [Tl card payments [Tl payments made [T received payments [ cash deposis and withdrawals
» Cost type rules
T 3 Payment history GROUP =] '
STATEMENT SHOWS [7] cost type ‘sccount number
Ji wish to receive the statement in wide format as [PDF =]
Period: 13.07.2011 - 13.07.2011 csv, |oooc. |Por. xS

From i To Details Turnover  Cost

type

mlwlpl=
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9.4 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

AVERAGE
Handelsbanken
CITADELE Bankas
Swedbank
Nordea

Danske Bankas
FINASTA

DnB NORD

Ukio Bankas
Medicinos Bankas
SEB Bankas

Siauliu Bankas

0

Transactions functionality in Lithuanian banks
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| 80%
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Higher figures represent better results
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Detailed testing results
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Transactions Possibility to order an SMS/email notification w hen transaction has been completed | +| = | + | +| +| +| - | +| +[ +] -
Transactions Carrying out currency operations + |+ |+ ] ] ]+
Commentary

e SEB and Siauliu Bankas are the leaders in this category by fulfilling all the criteria by 100%.

e DnB Nord, Ukio and Medicinos bankas scored 93% and lacked only one criterion - periodical
international transfer function.

e  Most completed — local single and periodic payments. These are also the most heavily used,
thus the development. Some banks even shortened the transaction forms to about 6 lines,
taking out all unnecessary fields.

e Least completed criterion is the International periodic payments. Only a few banks had direct
links to these services, others had only single transactions or the clients had to go the
branches to sign contracts to enable these periodic transactions.

e Danske Bankas had a really good operations category with all the functions in plain sight as
opposed to many other banks. Some banks had only defined payments or periodic
international payments, but not all of them.

[* Operacijos
Mokejimas | savo saskaita
Vietinis mokejimas
Tarptautinis mokgjimas
SEPAmakejimas
Gavejy sarasas
\Vietiniy mokejimy ruoginiai

Tarptautiniy mokejirmy
ruoSiniai

SEPA makejimy ruaginial
Perindiniai vietiniai mokejimai
Perindiniai tarpt. mokejimai
valiutos keitimas

Indéliai

Pavedimy imporas
|makos ir mokestial
Mokejimo kortelés blokavimas

Tiesioginis debetas

® Some functions of Nordea e-banking system can only be used after additional contracts are
signed in the branches. However, the customer was not informed about that:

Nordea® Internetiné bankininkysté
& Fradia | Saskaitos | Operacijos | Korteles | Taupymas irimvestavimas | Paskolos ir Lizingas | E-pastauges | Paraiskos
Mokejimu paieska Tarptautinis mokéjimas

wietinis mokejimas
Imokos i mokeséiai
savo saskaita/Valiutos keitimas
! askalta/ys o 3as negalite atlikti tarptautinio mokéjimo pavedimo. Konfiguracijos Klaida - susisiekite su banku.
Tarptautinis mokéjimas
SEPA mokeiimas
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Latvian banks

Transactions functionality in Latvian banks

AVERAGE

SMP Bank

Svenska Handelsbanken
GE Money Bank
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Regionala Investiciju Banka

80 %
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DnB NORD Banka

Eesti Krediidipank

Latvijas Hipoteku un zemes banka
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Higher figures represent better results

Baltic E-Banking Report 2011. Copyright © 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.

51

metasite



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Detailed testing results
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Transactions Delayed (timed) local transfers MR R R R R A A
Transactions Delayed (timed) international transfers N R R R R R
Transactions Local transfer template creation RN I I (5 (N I IR ) [ Il IS S [ B R
Transactions International transfer template creation RN I I (5 [N I I ) [ Il I S (N I R
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e Top 3 leaders are NORVIK BANKA, SEB Banka and Swedbank. Each fulfilled all the criteria in
this subcategory.

e All banks provided an opportunity to make local, international one-time transfers, also to
create templates. However, many banks didn’t provide an opportunity to order an SMS or
email notification when transaction has been completed. Also many banks didn't provide a
calendar near date fields.

e SMP Bank, Handelsbanken and GE Money bank are the worst in this category and falls
behind the leaders in 33%.

e Calendar functionality is popular nowadays but only 8 banks out of 16 fulfilled this
functionality.

e  GE Money bank has a nice feature when making international transaction — choose the bank
you're transferring money to from the drop down instead of typing SWIFT code:

[

03 bremetBank

& GE Money B

2C o ec s a5 con > actncmona:

¢ In Nordea when clicking on the “codes of external payments” user experiences 404 error:
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Estonian banks

Transactions functionality in Estonian banks

AVERAGE | 81%
Tallina Aripank I 67%
MARFIN BANK I 73%
Handelsbanken Eesti I 73%
Nordea I 73 %
Citadele 80 %
Swedbank 80 %

LHV 87%
Krediidipank 93 %
Sampo Pank 93 %

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

Higher figures represent better results

Detailed testing results

&

c

< | [E2

HNE =8
ElglgE ] [[8]. |8
HEHEEEERE
3132 |S 2|8 |S|IE |55
Transactions Local one-time transfers e+ T+l T+ ++]+T+
Transactions International one-time transfers |+ +l ]+ +] [+ +] +
Transactions Periodical (recurring) local transfers -+l ] +]-[+]+
Transactions Periodical (recurring) international transfers -1 -1-1-1-0-1-1-1-
Transactions Delayed (timed) local transfers |+ +]+]+]+]+]+
Transactions Delayed (timed) international transfers |+ ] ]+
Transactions Local transfer template creation ]+ =] +]+
Transactions International transfer template creation w1+ -1+ ]+ +]+
Transactions Calendar next to date fields EO S I R (S I B A I
Transactions All necessary fields for a local transfer are marked (i.e. w ith an asterisk *) BN S RS S R S R ) I S
Transactions All necessary fields for an international transfer are marked (i.e. with an asterisk*)| - [ +| +| +| +| +| - | +| +| +
Transactions Suggested transaction serial number ]+ =] +]+
Transactions Both a point and a comma accepted as a decimal separator EO I I N S T I S I
Transactions Possibility to order an SMS/email notification w hen transaction has been completed | + | +| +| - | - | +| - | - | - | -
Transactions Carrying out currency operations w1+ -1+ =] +]+
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Commentary

In Estonia none of the banks fulfilled all the criterions, but top 3 banks here are SEB, Sampo
and Krediidipank (93%).

e None of the banks fulfilled periodical international transfer’s criterion.

e The least fulfilled criterion is the possibility to order SMS/email notification when the
transaction has been completed. Only 4 banks out of 10 completed this criterion.

e  The worst performer in this category is Aripank. This bank scored only 67%.

e Asthe last year - in most of the banks both comma and point as a decimal separator was
accepted.

e It wasn't possible to make international transaction in Nordea on one attempt:

& C' £ https;//netbank.nordea.com/pnb/pcb_ee.do?act=new&top=true&mi=1.3.( i @A

Nordea® Internetipank

&) Avaleht | Kontod | Maksed | Kaardid | Hoiused & Investeeringud | Laen &Liising | Pension | E-Teenused | Taotused B mm Abi | Post | Seaded | Triki

Siseriiklik makse vilismakse

Makse seotud kontole

Vilismakse

SEPA makse wye . . . . " . - P = .

i o Vilismaksete sisetamine ei ole hetkel véimalik. Palun vétke pangaga iihendust p5hjuse tapsustamiseks.
Konto info
Konto valjavate
Oles =
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9.5

Payment options

In the Payment options 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

Payment options functionality in Lithuanian banks
AVERAGE 1 63%
Handelsbanken || 0%
FINASTA (/0%
Nordea I 50 %
Medicinos Bankas I 55%
DnB NORD ] 75%
CITADELE Bankas I 75%
Danske Bankas I 75%
Ukio Bankas I 75%
Siauliu Bankas I 83%
SEB Bankas 100 %
Swedbank 100 %
0% 10I% 20I% 30I% 40I% 50I% 60I% 70I% 80I% 90I% 106%

Higher figures represent better results

Detailed testing results
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2lslc|lul|e|Z|E|s|z|=]|o

[0 == =Y [0 P=1 [T (O] [= ] [0 =] P=4
Payment options Possibility to pay for w ater S S I P Y P P D P
Payment options Possibility to pay for electricity P I S ™ I B (S R S e
Payment options Possibility to pay for heating B RS R R R S A S S
Payment options Possibility to pay for mobile telephone (3 largest providers) +] -]+ ]+ +|+]| +|+] +
Payment options Possibility to pay for the Internet (at least 3 providers in capital) B RS R R R S R
Payment options Possibility to pay for cable television (at least 1 cable TV provider in capital) B RS R R S A A R
Payment options Possibility to transfer money to a pre-paid mobile phone number account (3 largestf +| - | + | + -] -
Payment options Direct debit payments are available + -+ -+ ] -
Payment options Filling a direct debit payment application form online -+ H -] ]
Payment options A printable direct debit payment application formis available online + = -+ -+ ] ] -
Payment options E-bills inbox provided I -T-T+-1T-1-T-T-T-1-
Payment options It is possible to apply for E-Biling for certain service providers from e-bank R IS I BN B A IS A
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Commentary

SEB Bankas and Swedbank fulfilled all the criteria in this subcategory.

e FINASTA and Handelsbanken didn't improve in this subcategory from last year and do not

have any payment options available.

e  Only Swebank and SEB provide customers with E-bills inbox feature.

e  Only 3 banks - Siauliu Bankas, Swedbank and SEB have possibility to apply for E-billing for

certain service providers from IBS.

o Swedbank provides a direct debit service that can be filled in on a single page. Only three

fields are required:

SUTARTIES INFORMACLIA

Saskaita
Gavéjas A8 ERGO LIETUVA G EES DRAUDIMAS (LIZ 5V YBES DRAL

io debeto sutarties ini [4B ERGO LETUV A GV VBES DRAUDIMAS

Gavéjo saskaita LT7S7300010000172045
Gavéjo bankas Swesbank AB
Dalinis debetavimas neleidismas

Maksimali debeto pavedimo suma [ |
Kientokodas [

Isigalicjimo data * 0110713 |

Pabaigos data | |

Mokejimo pavedimo juykdymo terminas (dieny sk.) 1

Sudaryti nau
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Latvian banks

Payment options functionality in Latvian banks

AVERAGE | 39%
Latvijas PastaBanka [ 0%
TRASTA komercbanka | 0%
Svenska Handelsbanken || 0%
Regionala Investiciju Banka | 0%
Danske Bank | 0%
SMP Bank | 8%
Latvijas Hipoteku un zemes banka 117 %
Eesti Krediidipank | 17%
GE Money Bank | 42%
Banka Citadele | 50%
Nordea | 50%
DnB NORD Banka | 58%
PrivatBank | 58 %
NORVIK BANKA | 92%
Swedbank 100 %
SEB 0%

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

Higher figures represent better results

Detailed testing results

]
x
<
©
Qo
] [
x (0]
5|5 Ele
o £ N|x
g s|& c|g
x 2|8 S|s
s |= gl 1el2 5|8
S - HBEE £l8
o|T |2 o2
zZ ool .E-cfg olx|>|<|o =g
< a 2 SN EIEIEE 2|c
) Slx |5 || o T|8|x|F([=
a|€(3|T| olo|s|g|Z[E (T2
R EISIEE Oflele[(219]8 |l
Slals|8X¥|2|8 Z|x|5|e|=|0|s|kn
SI5z|2z1a |5 |z |5 1812 512 5
z12|8[a|d ||z ]5|5[8|c|a |85 |S|E
Payment options Possibility to pay for w ater ] - E - - -
Payment options Possibility to pay for electricity + |-+ +|+|+] - S+ ] -] -
Payment options Possibility to pay for heating +] - + S|+ ] +] - - - -
Payment options Possibility to pay for mobile telephone (3 largest providers) +] - |-+ +|+|+] - -] -
Payment options Possibility to pay for the Internet (at least 3 providers in capital) +] - + |+ +]-]+]- +| -] -
Payment options Possibility to pay for cable television (at least 1 cable TV provider in capital) +| + +|+[ ]+ ] +] - S+ - -] -
Payment options Possibility to transfer money to a pre-paid mobile phone number account (3 largest f +| - -] -1+ -]- Sl -1-] - -
Payment options Direct debit payments are available +| + |- -]+ +|+] - S+ -]+
Payment options Filling a direct debit payment application form online +| + |- -]+ +|+] - S+ -]+
Payment options A printable direct debit payment application formis available online +| + -] -1+ -]- Sl -1-] - -
Payment options E-bills inbox provided -1- | -1-T-T+1-1- -1 -1-1-
Payment options It is possible to apply for E-Biling for certain service providers from e-bank +| + |- +] -+ +] - S+ -] -
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Commentary

As for Lithuania - Swedbank and SEB are the leaders in this subcategory. Both banks have
completed the 100% of criteria.

e  Situation on the worst performing banks is that 5 out of 16 didn't fulfill any of the criterions:
Danske, Regionala Investiciju Banka, Handelsbanken and Latvijas Pasta bank.

e  Most completed criterion is payments for utilities. Almost every bank provides the service of
monthly payments to communal services providers. The direct debit agreements can be
signed online easily.

e Least completed — e-bills. Only two banks (Swedbank and SEB) provided the functions of
sending and receiving e-bills, while others settled with simple e-service like online shopping.

e (Citadele does not divide it's predefined accounts into groups (Telecomunications, etc.), which
makes it extremely hard to navigate:

siskates - )
Uzdotjautaumy operstorem Jaunais hipotekarais kredits

Jauns maksdiums | Saraksts | Sabloni | Impors | Meuat
(=]

b Rekinu apmaksa b Haksjumi

Maks3

rnakss Citadzle bank

§o mak var izmantat, ja maks3iuma dokuments, ti, rEking vai 5, ja sapEméia banka ietlpst Citadele grups,
administrativa parkapuma protokols, i norsdits sap jumus uar ueikt uz Citadele banku Latuis, filislam
kas aizvieto piréjos sanéméja rekuizitus, UznSmumu firo numury Vac3, Zviedrja un 1gaunjs, ki a uz Citadele grupas
sarahsts, bankim "AP Anlage und Privatbank” Svsicé un "Citadels
‘Citadale Express Kradits' S14 bankas" Listuss, Vairgke.
Citadele Lizinas un Faktorings' S1A Iskizemes maksiums Latuiid
38 "Citadele Life" Temanto, ja maksajuma sanemeja banka atrodss Latuy3 un
e Trrneme maksdjurns Ilatos ua elfo alGks, Var valk af staldzamus
I S, parshkaitiumus. Vairs

Starptautiskais maks Sjums
BTA AAS . Tzmanto, ja maksSjuma sanéméjs banks strodas Srpus
Baltikume apdrotinaana Latvijas, k3 arf vietjiem maks&jumiem, kas nav LVL vai EUR,

Balthom TV 514 MaksSiumus var ueikt jebkurs valits, ar ar valitas maipu,
Bites Karte var veikt a steidzamus parskaifjumus. Vairsk,

1221 (KTV), aqrsk Telis MultiCom Skaidras naudas izmaksa

1221 COM (Internsts), aarsk Telia MultiCom Dati Tzmants, lai sagataustu un nosOtity Bankal isprickeju
(oblanz Drosbs pisprasiiumu skaidras naudas izmaksai no jums piesjama

konta, Bankas aperators infarmé par pasitjuma izaildes

laiku, Skaidras naudas izmaksa notiek baz ualitas mainas!

Vairsh,

alOtss maina

Tzmants, lai kenverat konts esofos naudas idzekjus

zvdlatajs valats, & iespdia ir piasjama tkai multivaldts
it k.

Kurzemes namu apsaimniskotsis SIA
L
Lattelecom

Latvenerao
atvensrgo (ki

Latuilas G3ze

Latuitas Propdna Gaze Maks3i savu konty
Livas (KT Tzmnto, lai parsksititu naudas [idzeklus no viena sava konta
Livas NET Banks uz dty 2300 kenty banks. Maks Sums var bOt 3 ar

MaksSiums uz Valsts kasi valltas mainu, Yairdk,

MaksSurn: uz pensiu fondy
mobilly

MESTE LATVIJA SIA

Nekustam3 Tpafuma nodokls maks Siums Rig3
Rigas namu parvaldnieks

TRIATEL (rakini)
Telez

Vidzames Augstskals
Zalta Zivtina
ziedotly

b lietotija Sabloni
LIDL PLYUTO

Operatora talrunis: (+371) 6710 7575 @ 45 "Gitadele banka" 2010
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Estonian banks

Payment options functionality in Estonian banks

AVERAGE 23%
MARFIN BANK [|0%

LHV }||0%
Nordea {|0%

Tallina Aripank [|0%

Handelsbanken Eesti [|0 %

Citadele [|0%

Krediidipank I 25%
Swedbank 50 %
SEB 50 %
Sampo Pank

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

90% 100%

100 %

Higher figures represent better results

Detailed testing results
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Payment options Possibility to pay for w ater T+ -T-1-T-1T-T-1-T-
Payment options Possibility to pay for electricity T+l -T- = - 1-

Payment options Possibility to pay for heating -1 -1T-1-1T-1-

Payment options Possibility to pay for mobile telephone (3 largest providers) Sl - -]
Payment options Possibility to pay for the Internet (at least 3 providers in capital) B S I I I
Payment options Possibility to pay for cable television (at least 1 cable TV provider in capital) B S I I I
Payment options Possibility to transfer money to a pre-paid mobile phone number account (3 largestf + | +| - | - | - | +|-|-| - | -
Payment options Direct debit payments are available e+ -1+]-1-1-1-
Payment options Filing a direct debit payment application form online +++ - -+ - -]
Payment options A printable direct debit payment application formis available online ++ - - -+ - -]
Payment options E-bills inbox provided +l+[+--1+]-1-]-]-
Payment options It is possible to apply for E-Billing for certain service providers from e-bank +l+ - -1+ -1 -] -
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Commentary

Only 4 banks out of 10 provide customers with some payment options.

e The total leader in this subcategory is the Sampo pank by fulfilling the category completely.
e The most completed criterions are direct debit payments and e-bills inbox.

e The least completed criterions are the possibility to pay for utilities thru IBS.

e The reason behind having so few banks scoring any aspects is that Estonia has a very good
online platform for managing your utilities payment called — arved.ee (trans. — bills.ee) which
is widely used.
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9.6 Deposits

The Deposits subcategory evaluates the functionality related to opening and managing private client

deposits online.

Lithuanian banks

Deposits functionality in Lithuanian banks

AVERAGE
Handelsbanken
FINASTA
CITADELE Bankas

163%

Nordea

Siauliu Bankas
Danske Bankas
SEB Bankas

DnB NORD
Medicinos Bankas
Ukio Bankas
Swedbank

0%

10%

20% 30% 40% 50% 60% 70%

80 %

83 %

100 %
100 %
100 %
100 %
100 %

90% 100 %

Higher figures represent better results

Detailed testing results
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Deposits Deposits in local currency =T+l +]+]++]+]+[+]+
Deposits Deposits in EUR S S I P Y P P P D P
Deposits Deposits in USD S S I P Y P P P D P
Deposits Interest calculator w ithin the IBS -+ ++]--1-1+1+]+
Deposits Interest rate information is provided N e iy B ) e I I e
Deposits Interest calculator on the bank's public w ebsite EO I IS S R I R I IS (S
Deposits Possibility to withdraw the deposit directly from IBS B R R R R Y B B R
Deposits Information on accrued interest is present =+ |+ -+ -]+
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Commentary

Top 5 banks, all completely fulfilled the subcategory: Swedbank, Ukio bankas , Medicinos
bankas, DnN Nord and SEB bankas.

e Handelsbanken only provides interest rate in IBS and no other features.
Only two other banks - Finasta and Citadele performed in the subcategory below average.

Dnb Nord provides some interesting deposit opportunities — one can make a deposit that has
its interest rate increased based on the victories of the Lithuanian basketball team:

Terminuatasis indelis. Klasikinis indelis, kuris neaali boti papildomas arba atsiimamas dalimis.

KREPSIMIO INDELIS. Priimamas nuo 2011 06 15 iki 2011 08 30, Su kiekviena Lietuvas krepsinio rinktines peraale 2011 m, Europas vyry krepginio Eempionate, oficalusis
rinktines remejas AB DNB NORD bankas klientams, padejusiems banke KREPSIMIO INDELI™, mokes iki 0.1 proc. punkto EUR ir 0.05 proc. punkto LTL didesnes paldkanas.

Sudaryti nauja sutart]

e  SEB provides a calculator that looks very user friendly — all other calculators look as if they are
application forms:
Indélio rigis: [ 'M Pasibaigus indélio sutaréiai biisite sukaupe:
S 188 Lt (s51t-paiukancs)
Pradir.lé jmo.ka: 100 T
Indélio trukmé arba pageidaujama paliikany nomma:
3m.
35 mén —G—
1 men sm. ___——_
1,96% e
1,96 e .
0,50% 2,80% —
Kiek karty bus 10 :
pratesiama —)
Siindélio sutartis: 10
™ Indélio sutartj sudarysiu Internetu - Idau
(mokamos 0,1 proc. punkto didesnes palokanos) uzklausos formg -
Indélis juodai dienai = pasiilymas tiems, kurie nori padéti indélf ilgesniam nei 18 mén. laikotarpiui.
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Latvian banks

Deposits functionality in Latvian banks
AVERAGE | 77%
Svenska Handelsbanken 113%
Latvijas Pasta Banka | 63 %
Banka Citadele | 63%
Regionala Investiciju Banka | 63%
GE Money Bank | 63 %
TRASTA komercbanka 75 %
Latvijas Hipoteku un zemes banka 75 %
SMP Bank 75 %
DnB NORD Banka 75%
PrivatBank 75%
Danske Bank 75 %
Swedbank 1|)0 %
Nordea 100 %
SEB 100 %
Eesti Krediidipank 100 %
ORI BAnch | i
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results
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Deposits Deposits in local currency ] ] A ]
Deposits Deposits in EUR el e+ ]+ ]+ ++] +] +
Deposits Deposits in USD e+ A ] ] ]+ |+ +]+
Deposits Interest calculator w ithin the IBS +| + +| +] - + +| -] - + -
Deposits Interest rate information is provided R R A R A
Deposits Interest calculator on the bank's public w ebsite +| + +|+] - +] + |- - +| +| +
Deposits Possibility to withdraw the deposit directly from IBS | ] A e ] L] ] o]
Deposits Information on accrued interest is present + 4] -]+ - +|+]-]-]- - -
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Commentary

Swedbank.

e  Handelsbanken only provides interest rate in IBS and no other features.

e The least fulfilled criterion is information on accrued interest is present.

There are 5 best performing banks in this subcategory: Norvik, Krediidipank, SEB, Nordea and

e Almost all banks provide deposits in various currencies and also provide interest rate.

e (Citadele uses a combination approach, combining the deposits price lists with the currency
selection stage of creating a new deposit:

Atskates
Uzcliot jmutEjumy operstoram

Jauns rikojums | Saraksts | Meklst
=]

Rikojumi

i lapa satur inform3ciju par procentu likmém visiern depozitu produktiem, kurus J10s varat atuért,

Izvélieties valitu depozita produktam, kuru Jiis vélaties atvért:

valata Minim3la summa

1mén. 3 man.
Termipnoguldijums, procentu izmaksa katru ménesi.
T sgk 1000.00 2.40
(&Y 50.00 0.50
' aup 200,00 5.08
 usp 100,00 0.90
 Eur 100,00 1.50
T gpp 50.00 1.20
' Rur 3000.00 3.49
Termipnoguldijums, procentu izmaksa termina beigas.
© RuR 000,00 3.00 3.50
[alrTY 50.00 0.60 0.50
 EuRr 100.00 1.00 1.50
 cep 50.00 0.50 1.20
' aup 200,00 4.70 5.10
 sEx 1000.00 1.70 2.40
 usp 10000 0.50 0.50
Termindepozits ar procentu izmaksu termina sakuma
[alTTY 50.00 0.60 0.90
 gep 50.00 0.50 1.20

6 mén.

2,59

1.20

5.73

1.50

219

1.99

2,97

4,00

1.20

2,20

2.00

5.80

2,60

1.50

119

1.98

na

Fensija

Depozita termins

9 mén.

2,97

1.49

569

1,48

2.28

1,99

4,43

4,50

1.50

2,30

2.00

5.80

300

1.50

1.48

1,97

1gads

315
1.98
5.65
1.5%
2,47
2.08

5.37

5.50
2.00
2,50
2,10
5.80
320

1.60

1.96

2.06

Jaunais hipotekdrais kredits

2 gadi

3.48
273
5.59
215
2.63
2.25

5.23

5.50
2.80
2.70
2.30
5.90
3.60

2.20

2,65

2.20

i3

3 gadi

3.69
2.88
5.70
2,41
2.88
2.60

5.10

5.50
3.00
3.00
2.70
6.20
3.90

2.50

2.75

2,50

5 gadi

265

2.23

5,64

2,89

2,08

2,97

4.87

5.50

2.50

2,30

220

6,50

4,00

210

2,98

2,76

e An error appeared in Eesti Krediidipank webpage when tried to check some information

about deposits:

@j FIXI parvedumi 'Y

Krediidipank
s, R

=

— Internetbanka vl értk piecjami!t  FX|

Inemetmanka Pruslpemonam Komoratvalem Klertam  Par banku

-,

Internetbank info
€) Kluda / Owwbka | Error

 Ioaglens
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Estonian banks

Deposits functionality in Estonian banks

AVERAGE
Handelsbanken Eesti
MARFIN BANK
Tallina Aripank
Citadele

Sampo Pank

SEB

Nordea

Krediidipank

LHV

Swedbank 100 %

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

Higher figures represent better results

Detailed testing results

=
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w

X c

< |2 =

< |x|< o |

x|® % o % g
A EHE R
8| o | @ [0}
HEHHENEENE
ER TR E I i =R = B
Dlo|X|S[Z|ln|-|T[T]|O
Deposits Deposits in local currency e+l +]-[+]+
Deposits Deposits in EUR w++l+l+l+]+l-1+]+
Deposits Deposits in USD N e Y
Deposits Interest calculator w ithin the IBS -+ -]+ -
Deposits Interest rate information is provided |+ ] ]+
Deposits Interest calculator on the bank's public w ebsite +l+[+ -]+ -
Deposits Possibility to withdraw the deposit directly from IBS -+ - - -
Deposits Information on accrued interest is present EO S I N S I I S R
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Commentary

The absolute leader in the deposits category was Swedbank (100%). LHV and Krediidipank
scored 88%.

e The worst performing bank, the same as in other countries is Handelsbanken which scored
only 25% in this category.

e In all the banks it is possible to see the interest rate and information on accrued interest.

o Swedbank offers the opportunity to add new accounts in different currencies via the IBS
without going to the bank.

e LHV bank has a very clear and simple to use deposits section:

'_'-NbanK FINANCIAL PORTAL © SUPPORT EE EN LV LT

ASSETS AND LIABILITIES. 1 Investing  Term depost

Summary statement

Sl iy Term deposit 1 - Acsount no.c

Securities transactions.

Realized profitfioss report

Pending orders

el Deposit amount = ree funds 0.50 EUR
- LTl

Domestic payment Deposit period months =L

Predefined payments B8 usD

Foceign payment Interest payment  at the end of the deposit perioa™ " Calculator
Standing orders
Direct debit contracts.

Import of payments.

Automatic rollover no rollover 5.

Currency exchange
LHV Broker money transfer

INVESTING

Term deposit
Securities buysel

Fund units buy/sell
Options buy/sell

Free of payment transfer

Share subscription
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9.7 Loans

The 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 in Lithuanian banks

AVERAGE 55%
Handelsbanken [| 0%

FINASTA ||0%

Medicinos Bankas 35%

DnB NORD 47 %

Ukio Bankas 59 %

CITADELE Bankas 59 %

Nordea 71%

Danske Bankas

Swedbank
SEB Bankas

Siauliu Bankas

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

Higher figures represent better results
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Detailed testing results

(2]
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5 2| 1518|e
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[2] ==l [=] (720 =] [ (O] [=]) (2] =1 P
Loans A printable consumer loan application form B I S S IS R S I I e I
Loans Filling a consumer loan application form online PO I N S B I B S I R
Loans Taking out a consumer loan via the Internet Banking System +| - +|-]- SR E
Loans Consumer loan interest calculator w ithin the Internet Banking System +-1-1-]-]- -+ - -
Loans Consumer loan interest information is provided Bl I IS [ S A I (S S S
Loans Consumer loan interest calculator on the public w ebsite + -+ - -] -+ ] ] -
Loans Information about consumer loan conditions FO I IS S B I R S I S
Loans Information about documents required to take out a consumer loan FO I B S IS I IR I I S
Loans A printable mortgage application form -+ ] ] -
Loans Filing a mortgage application form online + - -+ - - -+ +] -]+
Loans Taking out a mortgage via the Internet Banking System -1+ - -
Loans Mortgage loan interest calculator within the Internet Banking System B
Loans Mortgage interest information is provided -+ ] ] ] ]+
Loans Mortgage interest calculator on the public w ebsite PO I IS S B I I S I A
Loans Information about mortgage conditions PO I IS S B I I S S S
Loans Information about documents required to take out a mortgage B3 I N S S A S S I e I
Loans Detailed loan repayment schedule provided w ith separated interest payment PO I N S B I I S S S
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Commentary

e Top 2 performers in this subcategory are Siauliu Bankas and SEB bankas. They scored 88%.
Swedbank differs by 6% and scored 82%.

e Handelsbanken and FINASTA do not offer any of the loan functionalities.

e Only Nordea provided mortgage loan interest calculator within the IBS.

e Almost all banks had online application forms for loans and provided more or less full
information on the conditions of loans.

e IBS platforms of all banks are quite primitive regarding loans — only the status can be viewed.
Most banks don’t provide application forms or calculators on the IBS, although they are often
available on the websites.

e In SEB's IBS, clicking on the link to consumer loan calculator redirects user to the list of
documents required to get a consumer loan:

Meénesio imoka
Kiti jsipareigojimai
Lieka pragyvenimui

Sumokama paliokanu suma

Pageidaujarma paskolos surmna
Paskolos grafinimo metodas
Paskolos |aikotarpis

Metine paldkany norma @

Paskolos graZinimo grafikas

Mén. Paskola Imoka

Lo 138 017,57 2 750,00
Eo 135 717,27 2 742,50
o 133 416,98 2 735,01
4. 131 116,69 2727,51
5. 125 816,39 2 720,02
5. 126 516,10 2 712,52
s 124 215,81 2 705,03

449,71
442,21
434,72
427,22
419,73
412,23
404,74

2 750,00
0,00
2 250
13 716,07

135 017,57
linijinis

5

3,510

Paskolos
dalis

2 300,29
2 300,29
2 300,29
2 300,29
2 300,29
2 300,29
2 300,29

Lt
Lt
Lt
Lt

Lt

Paskolos
likutis

135 717,27
133 416,958
131 116,69
125 &16,39
126 516,10
124 215,581
121 915,52

e  SEB provides a calculator that creates a very user-friendly image:

artojime kredito sumos skaiéiuoklé

o 000

8000 20000 28000

20000

B Limen,
&eimos finansiniai jsiparioojimal
o 2500  s000 750 10000 12500 15000
P mén
Miestas, kuriame cyvena Seima 5 m — -
H
% - E2i
VLIS KAUNAS KLAPEDA  KITALEETUVDS
VIETOVE
Pageidaujama kredto valiuta e O oY
Liai ' Eurai | Skaléiuoti.|
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Latvian banks

AVERAGE

Latvijas Pasta Banka
Svenska Handelsbanken
GE Money Bank

Eesti Krediidipank
Regionala Investiciju Banka
Latvijas Hipoteku un zemes banka
PrivatBank

NORVIK BANKA

Danske Bank

TRASTA komercbanka

DnB NORD Banka

Nordea

SMP Bank

Banka Citadele

SEB

Swedbank

Loans functionality in Latvian banks

0%

1 43%
0%
0%
0%
| 6%
| 18%
| 24%
| 29%
| 41%
| 41%
| 59%
| 65%
| 65%
71%
71%

82 %
94 %

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

Higher figures represent better results
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Detailed testing results
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Loans A printable consumer loan application form - - ] -+
Loans Filing a consumer loan application form online +| + +| - -] -+ -] -] -

Loans Taking out a consumer loan via the Internet Banking System AR EREERE B EEE

Loans Consumer loan interest calculator w ithin the Internet Banking System NN NN
Loans Consumer loan interest information is provided + |-+ -+ )] - +| 4]+ -
Loans Consumer loan interest calculator on the public w ebsite ] -] - R ]
Loans Information about consumer loan conditions - = - - -] -]
Loans Information about documents required to take out a consumer loan ] - - - e ] -+
Loans A printable mortgage application form -l -+ + -+ -+ + +
Loans Filing a mortgage application form online AR RN
Loans Taking out a mortgage via the Internet Banking System - -1-0-0-1-0-0-1-1-0-1-1-1-1-
Loans Mortgage loan interest calculator w ithin the Internet Banking System AR ERERE RN
Loans Mortgage interest information is provided R R R R
Loans Mortgage interest calculator on the public w ebsite Sl -] - A R ]
Loans Information about mortgage conditions - EEEEErnEEEEnnEe
Loans Information about documents required to take out a mortgage Sl - - - R -
Loans Detailed loan repayment schedule provided w ith separated interest payment AR R R
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Commentary

e Top 2 leaders in this subcategory are Swedbank (94%), SEB (82%).

e The worst performers are Pasta Banka, Handelsbanken and GE Money Bank. They didn’t
fulfill any of the tested criterions. Krediidipank also performed low by offering only one
feature — printable loan application form.

e Only Swedbank offers a chance to apply for a consumer loan thru IBS.

e The most complete criterion is the loan interest calculator.

e SEB provides concise and helpful info illustrated graphics:

* Klintu programimas
» Kedkonts

* SEB inga skspedicia

» Labsvairo abu!

* Klienta komplek privitpersondm
* Personys fnanses.

+ Pigavaums pensias sanemsanai

 Tava St karte = Tava stidl
» Jaunieiem
» Prvate Banking

» Kori
» Noraiini

* Elektcnisiie pakalpojur
* aksdiumu kartes.

* NoguldTurmi un investicias
» Pensija

NusauuIn
* Kas it Hipotekaras kregs?

* Ka Tewivere banka?

* Cikliely summu Tuvar aznemiies?
* Teming

* No ka I akaga procentu e

* Kadprocenty ki igléios?

* Kas I RIGIBOR, EURIBOR?

Tavs kménesa maksajums

+ procentu ikmes lums un svarstibas o mazska procentu fkame, jo
mazis lkméneca makssjums;

o iaedia stmaksas grafikaveids.
IzvBloties atmalksatkregu ps vienado maksajumu grafika, ikmgness

maksaums bis lielaks.

Savukar, miéloies

Kontaki &

 disuviedokls
 Kientu apkalposanas certr
» Bankomat, lbankas termingli
+ SEB fanu centis

——
Uzzini vairak!

*Tarit

———
Riki

* Kreda kalkulators

.

+ Kredti
Kredti majokim
Kredi patétina vajaczioam
Kred stusertiem
» Litings
 Vality un naudas darumi
- Cenradis
» valitu kursi
* Naudastirgus indeksi =
* Depozy procent liemes.
» Fondu cenas &

e  PrivatBank struggles with errors

mortgage:

mazks. Tape

+Piemers

» Kada vl veletes kredlu?

Pieteikties konsultacijai

when trying

Pieteikumu formas

»Kedlapeprasiums g
pivatpersonai B

a
KLODA 404

N, ¥ 6281, A, 1§ SS9 ¥ MR, 10T 8 GRER keGHANITS
s saioiatin Susbin

lapas srisieh

to view required documents for taking a
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Estonian banks

AVERAGE

LHV

Handelsbanken Eesti
MARFIN BANK
Citadele

Tallina Aripank
Nordea

Krediidipank

Sampo Pank
Swedbank

.

Loans functionality in Estonian banks

Ja7%
0%
|12%
|24%
|24%
|35%
|59%

71%
1%

SEB

0% 10% 20% 30% 40% 50% 60% 70%

76 %

80 %

90 %

100 %
100 %

Higher figures represent better results

Detailed testing results
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Loans A printable consumer loan application form B S R S I S S B
Loans Filling a consumer loan application form online +l+| 4]+ +]+] - -+
Loans Taking out a consumer loan via the Internet Banking System + -1 -1+ - -]-]-

Loans Consumer loan interest calculator w ithin the Internet Banking System RS
Loans Consumer loan interest information is provided + |-+ +]+] -] -] -

Loans Consumer loan interest calculator on the public w ebsite + =+ -+ -] -] -
Loans Information about consumer loan conditions S K B R
Loans Information about documents required to take out a consumer loan Sl - -] ]
Loans A printable mortgage application form Tl +1-1-T+[++]-T-
Loans Filing a mortgage application form online R R
Loans Taking out a mortgage via the Internet Banking System - -1- -+ -] -] -
Loans Mortgage loan interest calculator w ithin the Internet Banking System EY I I R S I I A B
Loans Mortgage interest information is provided ++]+) -+l +]---]-
Loans Mortgage interest calculator on the public w ebsite EY S I R (S I B A B
Loans Information about mortgage conditions ++]+ -+l +]+[-|-]+
Loans Information about documents required to take out a mortgage +l |+ -+ -]+
Loans Detailed loan repayment schedule provided w ith separated interest payment +l |+ -+ -] -] -
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Commentary

e The leader in this subcategory is SEB (100%). Swedbank (76%), Sampo pank (71%) and
Krediidipank (71%) also performed well.

e The worst performers on loan functionality are LHV (0%) and Handelsbanken (12%).

e  Only SEB bank offered opportunity to apply for a mortgage via IBS.

e  The most completed criteria were the option to fill in a consumer loan application online.

e  SEB provides simple and user friendly interface on information about loans:

Price Bt Together with a mortgage loan, you can conclude also loan
insurance and loan payment insurance contract. These insurances

e Customer Programmes

provide you cover for the period of temporary unemployment or

incapacity to work. In addition, you will enjoy life insurance cover

© Rates and interest rates

Conditions

Submitting
an
application

Contract
conclusion

within the outstanding loan amount.

Application | Price list | Important to know

The most convenient and fastest way is to fillin the mortgage loan application in SE8
Internet Bank.

Upon request, you may il in the mortgage loan application also on paper and submit the
application to your nearest SEB branch
Together with the application present:
+ an account statement for the last 6 months if your salary was not received in SEB
+ valuation report of the real estate, serving as principal collateral to the mortgage loan,
which you can order from a real estate office. accepted by us.

You can request further information about additional documents from a private client
executive.

After submitting the application, 2 private client executive will contact you. You will sign the
agreement at a previously agreed time.

Followed by signing of the contract, the collateral shall be formalised at a notary’s office
(establishment of mortgage) and property insurance concluded.

If the collateral is the joint property of spouses, also the consent of the spouse is required
for the notarfal acts. In addition to your passport or ID-card, the original documents
certifying marital status and ownership of property must be brought along to the notary.
After establishment of mortgage, respective notary and state fees shall be paid. The exact
amounts can be ascertained from a notary’s office.

_You can calculate the anproximate | lated cocts by ucing the francaction coct calculator
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9.8 Leasing

The Leasing subcategory analyzes the functionality related to leasing, such as checking ongoing
leases status or receiving notifications about upcoming payments.

Lithuanian banks

AVERAGE
Handelsbanken
FINASTA
CITADELE Bankas
Nordea

Medicinos Bankas
SEB Bankas
Danske Bankas
Ukio Bankas
DnBNORD
Siauliu Bankas

Leasing functionality in Lithuanian banks

] 52%
0%
0%
0%
33%
33%
67%
67%
67%

100 %
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40 %
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80 %

90% 100 %

100 %

Detailed testing results

Higher figures represent better results
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Leasing Checking the leasing account online FY I IS S B ) I S [ )
Leasing Possibility to set a notification of approaching leasing payment +] -+ -]+ -
Leasing Possibility to set a notification of executed leasing payment + -+ +| +] - +|+] +
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Commentary

DnB NORD, Siauliu bankas and Swedbank are leaders in this subcategory by completing
100% of the criteria.

e Citadele, Handelsbanken and FINASTA have not developed any leasing services online.
e 7 banks allow users viewing leasing account online.

e SEB, Danske and Ukio banks scored 67% because their IBS lacks a notification of
approaching leasing payment set-up.

e Danske Bankas was the only one with an informative leasing section. Other banks either did
not have them at all or redirected to subsidiaries, which, although informative, were often
hard to find (most of them were found through the search function):

W+ Privatiems klientams » Lizingas » Irankial ir skaifiuoklés » Skaiivoklée \Pa\eEka || Ieskoti I

Lizingo skaiéiuoklé BE .AA ﬁir : h m'
u”l o)

Kas yra lizingas?

o L £i skaigiuokle Jums padés apskaiiuoti, kokia maksimalia lizingo suma galite gauti, padés jvertinti
Bopstisnslpirkt lizingo paslaugy kastus, Nurode pageidaujama lizingo suma, pasitikslinsite, ar tokia suma tikrai 3
. : . - Terminy Zodynas
galésite gauti ir kokias meénesio jmokas reikés mokeéti

kiai ir skaiciuoklé N
Irankiai ir skaigiuoklés Datniausial vartojamu
sqvoky paaikinimai

4 shaitiuokle Suaugusiy Feimos nariy skaifius [ |

MNepilnare&iy vaiky ir kity iflaikytiniy skaidios |

Lizing@s

Seimoje

Ikainiai Grynosios Eeimos ménesio pajamas, Lt | |
(atskaidius mokestius)

Dazni klausimai Finansiniai isipareigojimai, Lt [

(ménesia makos

Parduodamas turtas

Kontalctai ir rekvizitai Turto kaina, Lt |

]
Gywenamoji vieta [wilriuz i |
]
]

Prading jmoka, % T
(re maziau 30 %)
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Latvian banks

Leasing functionality in Latvian banks

AVERAGE | 18%
Banka Citadele | 0%
Danske Bank [ 0%
Eesti Krediidipank | 0%
GEMoneyBank [ 0%
Latvijas Hipoteku un zemes banka [ 0%
Latvijas PastaBanka [/ 0%
PrivatBank || 0%
Regionala Investiciju Banka || 0%
SMPBank [ 0%
SvenskaHandelsbanken [ 0%
TRASTA komercbanka | 0%

DnB NORD Banka 33%
Nordea 33%
NORVIK BANKA 67 %
Swedbank 67 %
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Commentary

e As it was the last year - the leader in this subcategory is SEB, which fulfills all the criteria by
offering the possibility to view the leasing account online and provides information about the
executed payment by sending an SMS message to its users.

e 11 of 16 banks in Latvia have not developed any leasing services online.

e The most completed criterion is the opportunity to check leasing account online. 5 banks are
fulfilling this criterion.

e SEB Banka is the only bank in Latvia offering the possibility to set notifications of approaching
leasing payments, which makes this criterion the least fulfilled.
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Estonian banks

Handelsbanken Eesti

Leasing functionality in Estonian banks

AVERAGE
MARFIN BANK
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30%
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Commentary

e The leader in this subcategory is SEB, which fulfills all the criteria by offering the possibility to
view the leasing account online and provides information about the executed payment by
sending an SMS message to its users.

e Swedbank and Samop do not have possibility to set up notifications of approaching leasing
payments while Nordea doesn’t have possibility to set up notifications of executing leasing
payments.

e 6 of 10 banks in Estonia have not developed any leasing services online.

e The least fulfilled criterion in Estonia is the possibility to set up notifications of approaching
leasing payments
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9.9 Security measures

The 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 IBS analyzed. Only security-related user perceptions are analyzed.

Lithuanian banks

Security measures functionality in Lithuanian banks
AVERAGE ) 86%
Nordea I 58 %
FINASTA | 75%

Handelsbanken | 83 %

SEB Bankas | 83%

DnB NORD I 83 %
Medicinos Bankas 92 %
Siauliu Bankas 92%
Ukio Bankas 92 %
Danske Bankas 92 %
CITADELE Bankas 92 %
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Commentary

e Only Swedbank scored 100% in this subcategory leaving 6 banks behind (92%).

e As the last year - Nordea is the worst performing bank in this subcategory. It is the only bank
that does not require a permanent password to access the IBS and where the same list of
codes are used for both logging in and signing an operation.

e Swedbank alone fulfilled the possibility to set the frequency for mandatory change of
permanent password criterion.

e Session timeout is present in all Lithuanian banks.
e Three banks do not show the information about the last login time.

e Finasta offers login by sending sms with a PIN code to the user, which he later uses to log in
to his account. This ensures that user’s bank account won't be accessed even if his PIN card
is stolen (as opposed to Nordea which only has PIN codes as passwords):

Prisijungimas su SMS

GSM telefono Nr. 37061840713
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Latvian banks

Security measures functionality in Latvian banks

AVERAGE | 84%
Eesti Krediidipank | 58%
Nordea | 67 %
SMP Bank | 75%
Svenska Handelsbanken | 75%
Regionala Investiciju Banka | 75%
PrivatBank | 75%
TRASTA komercbanka | 83%
Danske Bank | 83%
GE Money Bank | 83%
Latvijas Pasta Banka | 929%
Latvijas Hipoteku un zemes banka 92%
DnB NORD Banka 92%
SEB 92 %
Banka Citadele 100 %

Swedbank 100 %
NORVIK BANKA 0 %

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

Higher figures represent better results

Detailed testing results

]

x

c

©

Qo

© (%)

Z|c g
© | © 1
| N |x
g s|s cls
x © 2(8 S|s
% = x 2l > 8
< o C|x c 173 K} |5
X M e < olo|e o | @
=z S 2| © Dlx|>|S|o sl
< ol |5|® N EEEE ) Sls
i) Sle |5 | >]x < IT|s|<|2]2
MM AHEE B aEEEHARE

x > o
Si18|18lal=|g12| [Z]2]5|2[z|2|8]n
qHHE AR AR HEE
= [=3

P4 A ] 2 bl o 1 1 1= (= e e A
Security measures | Session Timeout ] ] ] ]+
Security measures |Password card + ]+ +] -+ P S P S P P ) S
Security measures _|Passw ord card is not larger than the size of ordinary payment card MR R AR A s
Security measures | Information about the last log in is provided (time/date). R R R R B R R s
Security measures | Confirmation code is required for executing a money transfer Al [ L
Security measures | Permanent (personal) passw ord N R R R A B N R s
Security measures | Possibility to change the permanent passw ord -] A ] ] ]
Security measures | VeriSign or equivalent certificate is show n N R R R R KA B R R
Security measures |Mandatory passw ord change w hen logged for the first time N R R K B R R
Security measures | Setting the IBS transaction limits | ] - e ] L] ]
Security measures |User is w arned to close brow ser window after log out + ] -1+ -+ + -+ -]+ -
Security measures | Possibility to set frequency for mandatory change of permanent passw ord AR EEEE SRR RS -

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

83



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Commentary

e The best performers in this subcategory are three banks — Swedbank, Citadele and Norvik
bank. All three scored 100%.

e There are 3 fully completed criterions in this subcategory: session timeout, VeriSign
certificates and confirmation code is required when transferring money.

e The worst performer is Krediidipank by fulfilling only 58% of the criteria.

e SEB, DnB Nord, Hipoteku and Pasta banks are missing only one criteria to fulfill all the
security measures functionality.

e  All the banks IBS do have security certificates.

e Only 5 banks out of 16 offer the possibility to set the frequency for mandatory change of
permanent password.

[ ]

SEB shows the total session time in the exit warning message:

ilbanka SEB

I Eng m Rus
barka | oy, |
+ Par lhanku Kontakti &

Skausaddamiy IR <lientu centrs: 8777
+ Ibankas dema versia Arzemes: +371 27778777
+ Ihankas video pamacihas | & S SEB Barka[L] https: ibankaiseb vfic/newLogOut bl (EMT:ki=)

- e E-pasts: infog@seh.lv
Ibankas terminl

¥ Thanka - Google Chrome ==

+ Droga darba principi
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S Coniad Paitles, ka zmantojét bankul
RERENI Drodbas nollkos, I3dzu, aizveriet interneta paridkprogrammu
> vall . =
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FieciEuma iguns: 000006 E8 lhankas lietoijiem iespgja

isteikties studijam elekironiski
Dartou skails i
ankas ligtotjiem pieejami
unie Valsts socidlas

b drodingsanas agentlras e-
b ks lpojumi

‘agad Inanka konta izraksii
iiejarmi patno 2000, gada

[k | s dienas slggganas laks

ankas sistemas

Arhirs

Baltic E-Banking Report 2011. Copyright © 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 metasite

made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the
validity of information provided.

84



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Estonian banks

AVERAGE

MARFIN BANK
Krediidipank
Handelsbanken Eesti
Tallina Aripank

Sampo Pank

Swedbank

Security measures functionality in Estonian banks
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| 78%
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Commentary

e Swedbank scored best and fulfilled 100% while SEB and Citadele have 92%.

e The worst performer is the same as it was last year - LHV Bank. This bank fulfilled only 50%
of the criteria

e All banks had VeriSign certificates.

e Only 3 banks out of 10 offer the possibility to set the frequency for mandatory change of
permanent password.

e Situation has changed from last year on the setting IBS transaction limits and only Nordea is
not providing such a feature this year.

e  Swedbank provides an informative and a clear welcoming screen after logging in:

Swedbank @

[ Zi: Gl Business [ About Swedbank .

You do not have business customer's account. For viewing your

ACCOUNT Welcome to Internet bank, Risto Kukk
Statements and reports You previously logged in on: 17.07.2011 12:45:13. From: Estonia
what is a security image >3

Opening an account
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9.10 Languages

The languages subcategory comprises the functionality related to supporting multiple languages.

Lithuanian banks

Languages functionality in Lithuanian banks

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

AVERAGE | 8%
Nordea I 63 %
DnB NORD | 63%
Handelsbanken | 71 %
Siauliu Bankas | 75%
Medicinos Bankas I 86 %
SEB Bankas | 88%
Swedbank | 88%
Danske Bankas I 88 %
Ukio Bankas 100 %
FINASTA 100 %

90% 100 %

Higher figures represent better results

Detailed testing results
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Languages Russian symbols displayed correctly + -+ +| ]+ -|+] -
Commentary

e  Ukio Bankas, FINASTA and Citadele fulfilled all the criterions.

e Danske Bankas and Swedbank and SEB only lacked a Russian language public website.

e Nordea and DnB NORD are worst performing banks in this category (63%).

e As the last year — all the banks have both IBS and public website in Lithuanian and English
languages. Every bank displayed Lithuanian special characters correctly.
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Latvian banks

Languages functionality in Latvian banks

AVERAGE | 98%

Banka Citadele | 88%
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Eesti Krediidipank 100%
Swedbank 100%
NORVIK BANKA 100 %
DnB NORD Banka 100%
SEB 100 %
GE Money Bank 100 %
PrivatBank 100 %
Nordea 0 %
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Commentary

Latvian banks showed amazing results in this subcategory — 13 banks out of 16 fulfilled each
and every criterion.

e Only 3 banks — Citadele, Handelsbanken and Danske lacked 1 criterion.

e The banks leading this category have an IBS that supports all languages that display correctly
without any encoding problems.

e SMP provides it's ISB even in Lithuanian:

l SMPBANK Redirect to wiun smpbenkly lotvii | ropycon | lietuwiskal | engish

Informacija Kiientams

prie MultiNet
11, uy 2011 —_
Gerbiemi fental el o metu
wikcory saugumo gesinimo darby
iedamas naas SSL. serfikatas o - i Sveld atwke | VP Banko ntemeting barkiirkystel
2011.07.11 0800, pistungiant prie . Q/ Norectami priinati prie nternetines barkinikystes, veskite prisiungimo varda r saptasocl

Vartotojo kodas* 2
Slaptatods (dioinass kadas) 2

ABOUIT 55L CERTIFICATES

e oUK O vttt g

= 4 o & =" <&

Tarfai Pragymuformos Sutartys i taisyhles s Valutyursal 184N patirinimas

A5 5P Bank. Centrine bisting Elzabetes, 57, Riga, LV-1772, Latia Tel.; +370 52609521, Faksas: +370 52609117 E-mal: info@smpbank.eu
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Estonian banks

Languages functionality in Estonian banks
AVERAGE | 91%
LHV 163%
Handelsbanken Eesti I 63 %
Citadele I 88 %
Nordea I 100 %
MARFIN BANK I 100 %
Swedbank 100 %
SEB 100 %
Tallina Aripank 100 %
Krediidipank 100 %
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Commentary

e 7 banks out of 10 in Estonia scored 100%. Citadele fulfilled 88% by lacking only English
version PWS.

e Handelsbanken and LHV struggles in incorrect Russian language symbols.

o Krediidipank — when logging out from a Russian IBS, it shows an Estonian sentence “V lja
loginud” (Logged out) with one letter () being shown in Cyrillic:

|®| Nordea Ban... | | Valja legi... © [

ee/teller/valjurnine-rus-end
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9.11 Help system

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

Lithuanian banks

AVERAGE
FINASTA I 20 %

Handelsbanken I 40 %

DnB NORD

Medicinos Bankas

SEB Bankas
Siauliu Bankas
Ukio Bankas
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Swedbank

Help system functionality in Lithuanian banks
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| 90%
|90%
90%

90 %

Danske Bankas
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Higher figures represent better results
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Commentary

e The best performers in this subcategory are Swedbank and Danske. They fulfilled 100% of
the criterions.

e  The worst performer is Finasta who managed to score just 20% or pass 2 criteria out of 10.

e All banks except Finasta allows customers contact customer care directly thru IBS.

e  The majority of banks have a glossary and FAQ provided.

e Danske Bankas has an animated tutorial for beginners.

e SEB has a useful clip on how to use the e-banking system. However, it was a little bit hard to
find due to the lack of a search function:

/2 SEB banko paslaugos internetu - Windows Internet Explorer

Parankiniai | 1 @

€8 SEB banko paslaugos intemetu

= ) Tinkinti saitus

SEB

Saskates

@ (] 4

¥7a Vardenis Pavardenis
Saskatty likuiai ir ap2valga

Pinigai saskaitose ir siparewgojimal
1h viso
Prigai saskaose

Isparegosmar

Banko saskaitos

LTL
Thviso

MNepalymétose saskatose

Dalis visy pinigy saskaitose (proc.)

Mokamuiy Korteln saskaitos

L]

—

009 metais projekiui Bibliotekos paZangai® sukurtas frumpas mokomasis filmas, kuriame rodoma, kaip, naudojantis SEB banko
aslaugy internetu svelaine, tvarkyli saskaitas, moketi mokescius, pervesti pinigus ir pan.

e  The majority of banks provide a well-developed FAQ section

e  Finasta seems to have some problems with its IBS help functions. Most of the time it kept

showing that the page help button redirects to - does not exist:

404 - Not Found

Puslapis nerastas
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Latvian banks

Help system functionality in Latvian banks

AVERAGE | 69%
Regionala Investiciju Banka | 20 %
Latvijas Pasta Banka | 30%
Svenska Handelsbanken | 30%
DnB NORD Banka | 50%
Danske Bank | 50%
TRASTA komercbanka | 70%
Latvijas Hipoteku un zemes banka | 80 %
SMP Bank | 80%
Banka Citadele | 80%
Eesti Krediidipank | 80%
GE Money Bank | 80 %
Swedbank | 90%
Nordea 90 %
SEB 90 %
PrivatBank 90 %

Norvik sanka [ b
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Commentary

FinanZu rezultsti

Par informaciias atklsganu
Kariera DnB NORD Bank3
Korespondentbankas
Eiliales

Bankomati

Kaontakti

Klientu skola

Jautajumi

InformAcija par LKA
ormbudu

Moteikurmni

KARJERA DnB NORD
Darba pied3vajumi

INSTRUMENTI
Figteilkumi

Kalkulatori

Moteikumi

Centralais birojs
— sSkanstes iela 12,
Lv-1013

n Informativais talrunis:

1880,
(+371) 6717 1880

Sitit e-pastu:
info@dnbnord.lv

Norvik is the best performing Latvian bank in this subcategory. It provides all the neccesary
help features.

SEB, Swedbank, Nordea and Privatbank are one criterion away from fully fulfilling the
subcategory.

The most completed criteria is giving possible sources of errors explained after illegal (wrong)
operations. Another most completed criteria was the possibility to contact customer care or
bank’s info right from the IBS system.

The worst performer in the Help category is Regionala Investiciju Banka. The bank completed
only 2 out of 10 criteria. Latvijas Pasta Bank and Handelsbanken also were poor by fulfilling 3
criterions.

DnB Nord has a list of ways to contact them, and how long will the reply take:

problému, Ja atbildes snieg3anai bis nepieciesams ilgaks laiks, tad t3 tiks sniegta iepriek3 saskanota forma
(rakstiski, telefoniski vai izmantojot e-pastu) ados termipos:

mutiski bankas filialg vai norekinu grupa uzreizt
rakstiski bankas filil& vai norékinu arupa 10 darba dienu lsika
pa bankas informative t3lruni 1880 uzreiz*

elektroniski pa informative e-pastu infa@dnbnard.lv L L5 G G

teksta dokuments INORD tds palas darba dienas

lailg*#
pa pastu uz adresi Skanstes iel3 12, Riga, Lv-1013, Latvija 10 darba dienu laika
pa faksu 67323448 10 darba dienu laiks
pa talruni 67015284 {9:00-18:00) - tikai jautdjumos par iINORD uzreizt

t35 patas darbs dienas

elektroniski pa s-pastu info@inard.l - tiksi jautsjumas par INORD o

pa talruni 67015222 (visu diennakti), 67015244 (9:00-18:00) - tikai par

e = - uzreiz*
darfjumiem ar narékinu kartém

NB! Par oficislu pretenziju tiek uzskatlta tikai rakstveids DnB NORD Bankas filiSl8 vai norgkinu grups iesniegta
pretenzija.

* Ja atbildes sniegganai ir nepiecietams ilgaks laiks, tad bankas darbinieks infarmé klientu par atbildes
sniegsanas termipu,

*#* athilde tis pafas darba dienas laika tiek sniegta gadijuma, ja ta tiek sagernta lidz plkst. 14:00, bet, ja péc
plkst. 14:00 - tad ndkamas darba dienas laika.

Jisu vards*

Jusu e-pastst

Jiisu zipojums*

NOSOTIT
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Estonian banks

Help system functionality in Estonian banks
AVERAGE | 57%
LHV | 30%
MARFIN BANK I 40 %
Handelsbanken Eesti I 40 %
Tallina Aripank I 40%
Citadele I 50 %
Nordea I 50 %
Krediidipank | 60%
Sampo Pank 70 %
SEB
Swedbank
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90% 100%

90 %
100 %

Higher figures represent better results

Detailed testing results
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Commentary

e In Estonia bank’s scores are very unequal and the leader this year is Swedbank (100%), SEB
fulfilled 90% and SAMPO 70% of subcategory.

e Only top leaders have an example of opening account provided and printable user manual.

e The most completed criterions are page-level context sensitive help available and possible
sources of errors explained after illegal operations. Only Nordea fulfills the criteria of having
printable user manual of IBS available.

e Worst performer in this subcategory is LHV. Only 30% of the criteria were fulfilled or scoring

3 out of 10.

e Swedbank implemented very usable glossary:

Bl Banking glossary

MY BANK
Personal offers
Bank messages
My contacts and settings
USEFUL
Hews and blog
Customer programme
Prices and rates
Bank channels and contacts
Calculators
Additional services
Donation environment
IMPORTANT
Internet bank security
> Internet bank securty
> Bankcard security
> Secure intemet shopping
> Internet bank help
» Banking glossary
Privacy
Bank conditions

If you are not 100% sure what a certain banking term means, take a look at Swedbank’s glessary. It will
provide you with simple definitions of our most frequently used banking terms, listed alphabetically.

A|BICIDIEIFIGII[LIMINIOIPIQIRIS|TIV| WY

Account statement
Account operator

Activity based accounting

Administration

ADR

American-style option

Annuity

Arbirage

Asset alocation

At-the-money

Astatement of the transactions done on the account.
Alegal entty who is & participant of the ceniral depository and intermediates securities aceount services o
investors.

Accounting metnod that accounts for revenues and expenses when they ceur even ifthey have not actualy
bsen paid or received.

Aservice offered by banks which guarantees that the assets of the customer are preserved and that expedient
security transactions are concluded; a relationship with the bank where the bank concludes the ownership actions
of the customer according to the customer's orders.

Anegotiable certificate held in a 5. bank representing a specific number of shares of a foreign stock traded on a
U5 stock exchange. ADRs make it easier for Americans to invest in foreign companies.

An option which can be exercised at any time between the purchase date and the expiration date. Opposte of
European-style option.

Aseries of equal payments paid periodically by a customer for repayment of a loan. I a loan Is repaid on e basis.
of an annuty schedule, the amounts paid every month are of the same size and consist of a loan principle
repayment and interest calculated on the outstanding loan.

Attempting to profit by exploitng price differences of identical or similar financial instruments, on different marksts
or in different forms. Ideall, a pair of opp that take place and generate proft wih
260 risk.

The process of dividing investments among different kinds of assets, such as stocks, bonds, real estate and cash
to optimize the riskire ward tradeoff based on an individuals or insttution’s specific stuation and goals.

Acondtion in which the strke price of an option is equalto (or nearly equal to) the market price of the underlying
securty
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9.12 Investment services

The Investment services subcategory includes criteria related to investment activities such
opening investment accounts, trading in bonds or stocks getting life insurance and similar features.

Lithuanian banks

as

Investment services functionality in Lithuanian banks

AVERAGE | 38%

Handelsbanken
Siauliu Bankas
Medicinos Bankas
Nordea

CITADELE Bankas

0%
0%
0%
I 1%

Ukio Bankas
FINASTA
Danske Bankas
DnB NORD
SEB Bankas
Swedbank

| 17%
1 39%
| 44%
| 50%
78%

89%
89%

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

Higher figures represent better results

Detailed testing results

1]
gl |€
c X <4 §~]
IRREREHEE
£lolgl2| [S15]E|8
x|® w|s|c|e
clo|Z|E(8 <22 |8
slel0|g|s|lE|W]|o |||
glg|1Z[(2|s|@e2]g|2|2 (e
SEEINIEIEINEHEIRE
s (sls|lw|e|Z|E|ls|3|=|S
[0 == =Y [0 = [T (O] [= ] [720 =] P=4
Investment services |Enabling the financial services fromthe IBS -+ - H -] -
Investment services [Filling-in the form and submitting online to the bank + =+ ] -] - -]
Investment services [A printable formis available online + -+ +] -+ -] - - -
Investment services [Checking the financial services account online FY I I S B IS [ S A T
Investment services |[Investment funds trading is available + -+ -] +]+ +| +
Investment services |[Stocks trading is available P I I S I S [ I R T
Investment services [Bonds trading is available -+ - - -+ -
Investment services [Forex trading is available T-T+1+1-1T-1-1T-1-1T-1-
Investment services |Making a pension fund agreement online +-1+1-1-1-1-1-1-1-1-
Investment services [Filling-in the pension fund form and submitting online to the bank B I IR I RS S B I B A
Investment services [A printable pension fund formis available online B I IR I BN S B I B A
Investment services [Checking the pension fund balance online B3 I IS I B I B R B A
Investment services |Possibility to switch to another pension plan at the particular bank -+ - -]
Investment services |Making a life insurance agreement online -1+ - -]
Investment services |Filing-in the life insurance formand submitting online to the bank - -1+ - -
Investment services [A printable life insurance formis available online Bl RN IR S R R - -
Investment services [Checking the life insurance balance online -+ - - -+ -
Investment services [Possibility to change life insurance's investment priorities from IBS B3 I N I BT S B R B S

Baltic E-Banking Report 2011. Copyright © 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

metasite

validity of information provided.

97



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Commentary

The best performers in this subcategory are Swedbank and SEB, missing only 2 criteria out of
18.

Situation hasn’t changed on the lowest performing banks - Medicinos Bankas, Siauliu Bankas
and Handelsbanken do not offer any investment services online. Nordea has very limited
investment functionality in the IBS, Citadele is only one criteria up from Nordea.

SEB is the only bank, who has a printable life insurance form online.

Many banks allowed stock and investment funds trading. Some of it could be done with just
opening a bank account — the services were automatically activated. Other banks allowed
finance service activation through internet, which is also very convenient.

Swedbank and SEB had really nice IBS investment categories which most of the banks lacked:
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Latvian banks

Investment services functionality in Latvian banks
AVERAGE | 32%
Svenska Handelsbanken | 0%
SMP Bank 6%
GE Money Bank 6 %
Eesti Krediidipank | 6%
Latvijas Pasta Banka | 11%
PrivatBank | 11%
Danske Bank | 11%
Latvijas Hipoteku un zemes banka | 22%
TRASTA komercbanka | 28%
Nordea | 28 %
Regionalalnvesticiju Banka | 39%
DnB NORD Banka | 39%
NORVIK BANKA | 67%
Banka Citadele | 72%
Swedbank 78 %
g .
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Higher figures represent better results

Detailed testing results
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Commentary

e The best performer in this subcategory is SEB, which offers all of the investment products,
followed closely by Swedbank.

e  Only SEB offers the possibility to change life insurance investment priorities within the IBS.

e Handelsbanken do not offer any investment services in the IBS, while SMP, Krediidipank and
GE Money bank offers very limited functionality.

e From 16 banks, only 4 of them provided opportunity to enable financial services online.
e  SMP, Krediidipank and GE Money fulfilled only one criterion out of 18 in this subcategory.

e NORVIK has a demo version of forex trade:
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e  SEB's calculators are easy to use and intuitive (pensions funds calculator):

Aprekini savu pensiju

Tavs vecums: < n . 2 gadi
LidzSinéjais darba stazs gados: 0 | maksimums 10

Bruto ienakumi ménesi: | 400 | s
Ikménesa iemaksa privataja pensiju fonda: \40 \ Ls
Dzest Aprekinat €

e  Even though DnB Nord claims it's possible to apply for pension on their IBS, when clicking
“New application”, it says “Sorry, you do not have permission to execute this operation”:

KOSELEVS ALEKSANDRS (16072011 - 14:2157)

. | BANKA
INORD .

www.inord.lv

M3jas lops | ENG + RUS | Tzeja

LKOPSAVILKUMS ~ ZKONTI ~3KARTES ~&MAKSAJUMI  S.KREDITIUNLFZINGS  4.DEPOZITI  7.LIGUMIUNPIETEIKUMI  B.PENSLA  3.E-PAKALPOJUMI

B 12manto specialu ajL tipu atrakai un értakai 3 Lz kontie ka ariuz kra hal
Banks { pensiia | jauns iesniequms Ednkit [Fjpalidcba
B 1 Prskats
+ Pensilu 2. fimenis
Atvainojiet, Jums nav pirvary vekt £0 operaciju » Jauns iesniegums

+ Iesniequiy saraksts

Takunk: 1880, (+371) 6717 1880 Copyricht 1@ 2005 - 2011 DRENORD: DNB NORD
e-pasts: nfo@inord.lv
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Estonian banks

Investment services functionality in Estonian banks

AVERAGE | M%

Handelsbanken Eesti | 0%
Tallina Aripank | 0%
Nordea I 22%
I 28 %
I 28%

| 33%

MARFIN BANK
Citadele
Krediidipank
LHV I 56 %

Sampo Pank I 61%
SEB

Swedbank

89%

94 %

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

Higher figures represent better results

Detailed testing results
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Investment services |Enabling the financial services fromthe IBS +-1-1-(-1+]- -1 -
Investment services |Filling-in the form and submitting online to the bank +l+|-]--]+ - -]-
Investment services |A printable formis available online BN I S A B IS A A I
Investment services |Checking the financial services account online R R R R
Investment services |Investment funds trading is available [+ ] -]-[+]+
Investment services |[Stocks trading is available [+l -T+[-1T-[+]+
Investment services |Bonds trading is available [ +T+-T+[-T-T+]+
Investment services |Forex trading is available [ +T+-T+[-T-T+]+
Investment services |Making a pension fund agreement online + - - -] -]
Investment services |Filling-in the pension fund form and submitting online to the bank ]+ - -] -]
Investment services |A printable pension fund formis available online + - - -] - -]
Investment services |Checking the pension fund balance online +l |- -+ -]+ -
Investment services |Possibility to switch to another pension plan at the particular bank +l |- -+ -]+ -
Investment services |Making a life insurance agreement online +-=f-1-1-1-1-1-91-1-
Investment services |Filling-in the life insurance form and submitting online to the bank + -1 -1+ -1-]-)]-
Investment services |A printable life insurance formis available online +--1-1-1-1-1-1-1-
Investment services |Checking the life insurance balance online = - -+
Investment services |Possibility to change life insurance's investment priorities from IBS + - -]
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Commentary

e  SEB, Swedbank are the only banks who enable financial services via IBS.

The best performer in Estonia is the same as it was last year - Swedbank, scoring 17 out of
18 criteria (lacking only on printable form online), closely followed by SEB.

e The worst performers in the investment category are Handelsbanken and Tallinna  Aripank.
They do not offer any investment services.

e |HV has A very detailed investing menu with an option to use their own program (LHV

Trader/Broker):

Realized profitioss report

Pending orders.

PAYMENT S

Domestic payment
Fredefined payments
Foreign payment
Standing orders
Direct debit contracts.
Import of payments
Currency exchange

LHV Broker money transfer

INVESTING

Term deposit
Securities buy/sell
Fund units buy/sel
Options buy/sell

Free of payment transfer
Share subscrigtion
Option exercise
Transfer between funds
Powertrader

LHV Trader

LHV Broker (ENG)

o Investment services agreement is missing. Start |

Symbol

Amount

Search symbol | GOO|

here.

GLADSTONE COMMERCIAL CORP -
NASDAQ

Good Guys, Inc. (The) - NASDAQ

Good Times Restaurants Inc. - NASDAG

P Goodrich Petroleum Corporation -

NASDAQ

Goody's Famiy Clothing, Inc. - NASDAQ
Google - NASDAQ

Goodman Global - New: York

GOODRICH B F €O - New York =

sell
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9.13 Payment cards

The Payment cards subcategory includes criteria related to ordering credit/debit cards

online,

checking cards balances and other payment cards related activities.

Lithuanian banks

AVERAGE
Medicinos Bankas
FINASTA
Handelsbanken
Ukio Bankas

DnB NORD
Danske Bankas
CITADELE Bankas

Payment cards functionality in Lithuanian banks

0%
J 0%
| 27%

] 64%

| 64%
1 73%

82%
82%

Siauliu Bankas

SEB Bankas
Swedbank

91%
91 %
91 %

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

Nordea

Higher figures represent better results

Detailed testing results
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Payment cards Ordering the payment card fromthe IBS -+ -] ]+
Payment cards Filling-in the form and submitting online to the bank PR I IS S B R I I R S
Payment cards A printable formis available online PR I IS S B R I I R S
Payment cards Cards usage fees information is available online +| -]+ +] - ++| +|+]| +
Payment cards Debiting or crediting payment card account does not differ fromregular account ++|+H] -+ ]+
Payment cards Checking payment card's status online PR I IS S B R I I R S
Payment cards Possibility to change the status of a card fromthe IBS + = -1 - -+ -] -]+
Payment cards Possibility to apply for credit allow ance from the IBS RS N I B R BN R I A I
Payment cards Possibility to see card's credit situation from the IBS FY ) I S I B [ S I T
Payment cards Checking payment card's validity date online FY I I S B B [ S I R
Payment cards Possibility to search operations by card, recipient or sender 4] - |- H ] ] -] -
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Commentary

The leader in this subcategory is Swedbank (100%) but SEB, Siauliu bankas and Nordea are
one criterion away (91%).

e Medicinos Bankas do not offer payment cards to their customers.

e The most completed criterion are standardized prices for payment card accounts (the same
as normal bank accounts) and payment card information — the client can see whether the
card is active, whether he can block it, how much money/credit there is, the expiration date,
etc.

e Only a few banks allow to change status of the card via IBS.

e Although a few banks provided similar services to credit allowance, there were quite a few
conditions to be fulfilled.
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Latvian banks

Payment cards functionality in Latvian banks

AVERAGE

SMP Bank

Svenska Handelsbanken
Danske Bank

GE Money Bank

Regionala Investiciju Banka
Latvijas Pasta Banka
TRASTA komercbanka
PrivatBank

SEB

Latvijas Hipoteku un zemes banka
Banka Citadele

| 18%
| 18%
[ 18%

| 27%

| 66%

| 64%
| 64%
| 64%
| 73%
| 82%
82%

DnB NORD Banka

82 %

Swedbank

| 91%

Nordea

100 %

NORVIK BANKA
Eesti Krediidipank

0%

10% 20% 30%

60% 70% 80% 90% 100%

100 %
0%

Detailed testing results

Higher figures represent better results
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Payment cards Ordering the payment card from the IBS | - [ A - L] -]
Payment cards Filling-in the form and submitting online to the bank ++| - |+ + +| + -+ -+ -
Payment cards A printable formis available online ]+ ]+ ] ]+ -+ 4]+
Payment cards Cards usage fees information is available online R R R R A B RN R s
Payment cards Debiting or crediting payment card account does not differ from regular account +l 4|+ ]+ -] ]
Payment cards Checking payment card's status online R R R R R R s
Payment cards Possibility to change the status of a card fromthe IBS el e e
Payment cards Possibility to apply for credit allow ance from the IBS ++] - [ +] +] - - -1 -1 - - +
Payment cards Possibility to see card's credit situation from the IBS R R R R B e A A
Payment cards Checking payment card's validity date online R R R R R R s
Payment cards Possibility to search operations by card, recipient or sender +] 4] -]+ - - |- - - -
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Commentary

Top 3 leaders in this subcategory are Krediidipank, Norvik and Nordea as each fulfills all of
the criteria.

e 8 out of 16 banks in Latvia provide the possibility to order the payment card through the IBS.

e The most fulfilled criterions are the display of the payment card's number in the IBS and
possibilty to see card’s credit situation via the IBS.

e The worst 3 performer are SMP Bank, Handelsbanken and Danske.They fulfilled only 18% of
this subcategory.

e  Only 4 banks allow searching operations by card, recipient or sender.

e  Confusing solution in Handelbanken as the pricelist for cards is at the “Accounts” page, but
not the “Cards” page:

oL TART PAGE

Handelsbanken Latvija Choose language ~
Pakalpojuri | ParHandelshanken Pies|2gfies M| Hontakti =
Norekinu konti Norékinu konti
MakeAlum! ® lesniezamie
Intemethanka dokumenti
GlabalOn-Line Lai atvértu kontu
uznEmumierm Handelshanken

nepiecieami Sadi

Maks&jumu kartes dokumenti

Terminnoguldiumi - Privatpers onarm

Aizdevumi uznémumiem Norékinu konts Handelsbanken lauj Jums sapemt un veikt Uzndmumiem
maksajumus, lietot maksajumu karti, ka arT parvaldit savus
Aizdevumi privatpersonam ldzeklus, izmantojot Internethanku.

Pakalpojumu cenradis

[ Privatersonam

- Norékinu kontu pieddvjam atvert S30as valitss: B
LWL, EUR, CAD, CHF, DKK, GBP, LTL, NOK, SEK, 0 UmEmumiem
4N uso
= Cenradis-arhiis
—

Norékinu konta valitas

Noderiga informacija

Iorgkinu konta noteikumi

Norékinu konta veidi Drivatersongm (ha
Savam 6rilbam vélisties Jums piemérofa g Morélinu konta notelkurmi
narekinu kontu veidu igislam persondm (oo
~ dautzvalitu korts - dafjumy veikSanai daddas OIS DEISONGM
valitas,
- vienas valitas konis - darumu veikéanai vina
valits

- pagaidu konts - jaundibinmiemn uzgmurniemm.
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Estonian banks

MARFIN BANK
Handelsbanken Eesti

Tallina Aripank

Sampo Pank
Krediidipank

Payment cards functionality in Estonian banks

AVERAGE
LHV

161%
|9%
I18%
| 27%
|45°/o
Citadele

| 73%

Nordea

82%
82%
82%

SEB
Swedbank
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90% 100 %

91 %
100 %

Higher figures represent better results

Detailed testing results
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Payment cards Ordering the payment card from the IBS o Y S
Payment cards Filling-in the form and submitting online to the bank O
Payment cards A printable formis available online -+ -1-T+[-T-T-T-
Payment cards Cards usage fees information is available online +l |+ [+ ] -]+
Payment cards Debiting or crediting payment card account does not differ from regular account +l |+ -+ ] -]+
Payment cards Checking payment card's status online -+ +]-]-1+
Payment cards Possibility to change the status of a card fromthe IBS +l+| - -+ -] -]+
Payment cards Possibility to apply for credit allow ance fromthe IBS |+ -+ E] -]
Payment cards Possibility to see card's credit situation from the IBS + I R
Payment cards Checking payment card's validity date online R K B B Y
Payment cards Possibility to search operations by card, recipient or sender ]+ -1+ -] -]+ -
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Commentary

e The best performer in the payment cards subcategory is Swedbank by fulfilling all the tested
criterions.

e More than half of the banks scored above the average in this subcategory.

e The worst performer in the payment cards category is LHV (only 9%). Twice as much
performed Marfin Bank and 27% of completed subcategory goes to Handelsbanken.

e  The most fulfilled criterion is information about payment card'’s fees.

e Tallinna ripank provides an awkward message which appears when clicking on the
“Statement of Credit Card”. A link is under the 3-dots:

of payments_ s of sccounts of Cradit Card

[ History of payments | _
— Attention!

Tarms and Conditions for Cradit Card Issua ...t

i Help i Price Llist @ E-
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9.14 Insurance services

The Insurance services subcategory includes criteria related to availability of different types of
insurances to the users of Internet Banking Systems.

Lithuanian banks

Insurance services functionality in Lithuanian banks

AVERAGE 25%
Handelsbanken
Nordea
Siauliu Bankas
FINASTA
Medicinos Bankas
CITADELE Bankas
Swedbank I 33%
Danske Bankas I 44 %
Ukio Bankas I 44 %
SEB Bankas 67 %

DnB NORD

89 %

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results

Detailed testing results
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Insurance services |Ordering the driver's liability insurance from the IBS Bl I S B A B S B S
Insurance services |Submitting a driver's liability Insurance insurance application online - +| + - -+ +| -
Insurance services |Checking the driver's liability Insurance insurance contracts online R R E +| -
Insurance services |Ordering the KASKO insurance fromthe IBS -+ - -r-1-1-1-1-1-
Insurance services |Submitting a KASKO insurance application online -+ - -1-1-1-1-1-1-
Insurance services |Checking the KASKO insurance contracts online - -t--r-1-1-1-1-1-
Insurance services |Ordering the travel insurance fromthe IBS -1+« -1-1T-1-1-1-1-
Insurance services |Submitting a travel insurance application online -+ - -+ -]
Insurance services |Checking the travel insurance contracts online PR S S I S A S B S
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Commentary

DnB Nord was the best in this subcategory (score 89%). SEB bank is in the 3™ place by
fulfilling 67% as it was the last year.

e 6 banks out of 11 didn't fulfill any of the tested criterions.
e Only DnB Nord provided ordering KASKO insurance via IBS

e  Most of the banks outsource their travel, KASKO and driver’s liability insurance agreements
to other companies.
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Latvian banks

Insurance services functionality in Latvian banks
AVERAGE | 13%
Latvijas PastaBanka | 0%
TRASTA komercbanka [ 0%
Latvijas Hipoteku un zemes banka [ 0%
SMPBank | 0%
Banka Citadele [ 0%
Svenska Handelsbanken | 0%
Regionalalnvesticiju Banka || 0%
DnB NORD Banka | 0%
Eesti Krediidipank | 0%
Nordea [ 0%
DanskeBank | 0%
PrivatBank || 0%
NORVIKBANKA | 0%
GE Money Bank | 4%
Swedbank 78 %
SEB 00 %
I
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Insurance services |Ordering the driver's liability insurance fromthe IBS |- +] -]+ + - - = -
Insurance services |Submitting a driver's liability Insurance insurance application online - + + + - - - -
Insurance services |Checking the driver's liability Insurance insurance contracts online -l-] -]+ - + - -
Insurance services |Ordering the KASKO insurance fromthe IBS - - -] -+ + -|-- = =
Insurance services | Submitting a KASKO insurance application online EEEEEE I -] - o -
Insurance services | Checking the KASKO insurance contracts online -l- -] - + = - I - -
Insurance services |Ordering the travel insurance from the IBS EEEaEe + -|-1- = =
Insurance services | Submitting a travel insurance application online - -1+] -] - I -1-1- B -
Insurance services |Checking the travel insurance contracts online B I I ) B + -|-- = =

Higher figures represent better results
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Commentary

e The best performer on Insurance services subcategory is SEB Banka, which fulfilled all the
tested criterions. Next is Swedbank 78% and GE Money bank 44%.

e 13 out of 16 banks in Latvia do not offer insurance services in the IBS.
e Only SEB bank allows user to check KASKO insurance contracts via IBS.
e  GE Money Bank offers OCTA insurance on their public website, but not from IBS.

% GE Money Bank

AccounTs smimes PAYMENT CARDS Loans

1Na

=- enmme
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Estonian banks

Insurance services functionality in Estonian banks
AVERAGE I 14%
LHV |[ 0%
Handelsbanken Eesti || 0%
Nordea [ 0%
MARFINBANK [( 0%
Krediidipank || 0%
Sampo Pank || 0%
Citadele [ 0%
Tallina Aripank || 0%
SEB 44%
Swedbank 100 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Insurance services |Ordering the driver's liability insurance from the IBS +--1-1-1-1-1-1-1]-
Insurance services |Submitting a driver's liability Insurance insurance application online +| - - - - -] -
Insurance services |Checking the driver's liability Insurance insurance contracts online +--1-1-1-1-1-1-
Insurance services |Ordering the KASKO insurance fromthe IBS + === -+ -] - -
Insurance services |Submitting a KASKO insurance application online + - - - -
Insurance services |Checking the KASKO insurance contracts online P S I
Insurance services |Ordering the travel insurance fromthe IBS I -1-T-1T-T-1-1T-7-1-
Insurance services |Submitting a travel insurance application online -0 - -
Insurance services |Checking the travel insurance contracts online P S I
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Commentary

e Swedbank is a clear leader of this category by fulfilling all criteria, SEB is far away (ony 44%).

e  Only 2 out of 10 banks had some insurances features in Estonia.

® Swedbank has a variety of available online insurance options:

INSURAHCE ON HOME
Insurance on home Which options for car insurance
@) Askfor apersonal offer

Comprehensive apartment do we offer

insurance

Apartment building insurance Advantages "

Collateral protection insurance ]
™ We ensure free emergency aid in Estonia and throughout Europe

CARINSURANCE = Fair compensation for your car

Motor Own Damage Insurance = Ve ensure that original spare parts are used for repairing cars not older than § years.

™ We ensure quick loss adjustment.
> Condtions ®  Suitable payment schedule
> Advantages

: m  Towage costs coverage ofup to 350 euros
> How to insure?

m  Windshield and window coverage wihout excess

> Wodifying Contract = Right of withdrawal from the agreement i
» Claim Notification m The insurance coverage folowing damage is not reduced Fe
Traffic Insurance @ see into our advantages in more detail » insurance offer:
TRAVEL INSURANCE &) conditions of Casco Insurance effective as of 01.01.2011 » Name
Travel insurance &) wotor insurance terms and conditions (04.10.2008)
Travel insurance s
with credit card
e —— I'wish to insure a car ¥
The objective of Swedbank is to offer just the type of insurance cover for your car that Send
LIFE INSURANCE you need. The entry into the agreement is convenient and simple - you can ask for an offer
My contracts at our client support telephone 1513.

Life insurance
(1) Ask for a personal insurance offer
Family income protection

) i B
T — (@) Take a look at our offers and, if necessary, consult our insurance adviser at 1513,
Rizk calculator (3) Take alook at the policy conditions

(@) Ifthe terms and condiions of the agreement are suitable for you, we shal send you
CREDIT CARD INSURANCE
Credit Cover

5) Agree on the time for the car survey.
Purchase protection =
6

(B The insurance shall take effect following the payment of the first instalment.

@) Read more about the car insurance
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9.15 Other services

The Other services section aims to assess how well the bank integrates various additional
informational services that are useful for users into its public website and Internet Banking System.

Lithuanian banks

Other services functionality in Lithuanian banks

AVERAGE

Handelsbanken 57 %

Nordea 71%

Medicinos Bankas

FINASTA

71 %

1%

Danske Bankas

Ukio Bankas
Siauliu Bankas
SEB Bankas

DnB NORD
CITADELE Bankas
Swedbank

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

90 %

86 %

86 %

100 %
100 %
100 %
100 %
100 %
100 %

Higher figures represent better results

Detailed testing results

(2}
8| |
C X = (2}
IRREHRENE
lalgld| |®(5(2|8
MEIHEIN WIS |
c |2 = |8 |< |- S|
gle2|l0|g|S2|=|H]|o|Q| &g
glg|1Z|m|g|2(e|g|2|®(e
ol2lo|m|g|Z|E(EI5[eR
sls|clw(e|Z|E|s|3|x|S
[ = (=] (20 =3 ™ (S [= R (20 =1 P
Other services Client's agreements w ith bank accessible online FY I IS R N B I B (R R
Other services Bank SWIFT code provided in the w ebsite (w ithin one click from homepage) ] ]+ ]+
Other services Information about cash dispensers' (ATMs') location available -+ -]+ ] ]+
Other services Bank's currency conversion rates accessible online ES R IS I IS R S I I e
Other services Official currency conversion rates accessible online e+ H] ] ] ]+
Other services Historical currency rates provided + |+ ]| ] -
Other services Bank new s feed is present on the public w ebsite FY I IS I IS R IS I I I

Baltic E-Banking Report 2011. Copyright © 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.

115

metasite



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Commentary

5 banks performed in this subcategory fulfilling 100% of it: SEB Bankas, Citadele, DnB NORD,
Siauliu and Swedbank.

e The worst performer is Handelsbanken which provided only SWIFT code and conversion
rates.

e All banks provide SWIFT codes and have official and individual currency conversion rates
accessible online.

e  Siauliu Bankas had some problems with its FAQ section — it was covered by advertisements:

+ Prisijungti
+ Demonstracing versija

Banko saskaitos

Bankomaty tinklas Maokedimal

5
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Latvian banks

Other services functionality in Latvian banks

AVERAGE 177%
Svenska Handelsbanken | 29%
Nordea | 43%
PrivatBank | 57%
GE Money Bank | 57%
SMP Bank | 1%
Banka Citadele | 71%
Eesti Krediidipank | 71%
Latvijas Pasta Banka | 86 %
Latvijas Hipoteku un zemes banka | 86 %
RegionalaInvesticiju Banka 86 %
DnB NORD Banka 86 %
Danske Bank 86 %
TRASTA komercbanka 100 %
Swedbank 100 %

SEB 100 %
NORVIK BANKA 0 %

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

Higher figures represent better results

Detailed testing results
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Commentary

e Top 4 leaders: Norvik, SEB, Swedbank and Trasta. They fulfilled 100% of the criterions.
e  More than half of the banks fulfilled this subcategory above average.
e Handelsbanken is the worst performing bank in this subcategory (only 29%).

e Krediidipank provides a convenient way of seeing documents (both pdf and doc):

NO 2011.GADA 15MARTA TURPINASIM KOPA! [IEERES
=

emetbarka perscrdm  Keepoesthapem bersiem

Norékinu konts LI

HE ]

= smenrmme 2
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e  SEB offers a link to the nearest ATM:

+ SEB Grupa BNRSS + Sitemap [ Drukat

I In English ™ Mo-pyceia1

Par SEB banku

=+ Vizija, misija, stratdija

Analltiskais Zurnals SEB Eksperts

I

e

Bankas automati (ATM)

Pilséta

Rajons

Elektroniskie klientu
apkalposanas centri
(E-KAC)

[Visas pisétas =1 [t

tzmantojot Eledronisko Kientu
apkalposanas centru sniegtas
iespgjas, Jums Ir pieejams gan

terminals. Tadejad, Jums it
lieliska iesp&ja iemaksat naudu
‘sava kontd un uzreiz izmantot
Ibankas sniegtds plasas

=+ Skalll

Aglona

Abviekste

Aizkraukle

Aizkraukle

Aizpute

Allksne

Aldkena

Auce

Baldone

Baloi

Rigas gaie 5
T Apelsins'
Somerseta iela 35
Veikals "Saules”
PIN Jaunkalsnava
e melaustrumy elekromdi
Lacplesa iela 2
SEB banka
Druvas fela 2
Velkals "Beta"
Zvaiginu iela 1
GEE bania
Pils lela 29
Velkals "Maks"
Pilc iala ob
Velkals "Saules Velkals'
Aspazias ela 8
GE Money Bank
Rigas ela 67
Velkals "Naring®
Rigas ela 23
Velkals "Windmill"

1622 FyrT fespsjas - piemsram, veikt
r8kinu apmaksu, naudas
parskaitjumus un darumus ar

0024 » Skt HOE
vEtspatiern.

o818 + Skt

0024 + okam Cienfjamie klientit
Draudzigajos bankomatos

0024 Siatt

M (Latvias Kidbankas, Swedbank,

Rieturmu bartkas, OF Monzy

0024 » Skt Bank Hipotgku bankas un DnB
NORE par nauclas iznem3anu

G034 ST nay jamaksa vairak, neka SEB
bankas bankomatos

0021 + skam

0024 + Skt

0024 » Skt

0024 + Shatht
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Estonian banks

Other services functionality in Estonian banks

AVERAGE 74 %
LHV 43%
Nordea I 57 %
Citadele 57 %

Handelsbanken Eesti

Krediidipank

Tallina Aripank

MARFIN BANK
SEB

Sampo Pank 100 %
Swedbank

100 %

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

Higher figures represent better results

Detailed testing results
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Commentary

USEFUL

Hews and blog

Customer programme

Sampo Pank and Swedbank is the best performers in this subcategory scoring maximum
points. Marfin bank and SEB only lack one criterion to maximum and scores 86%.

The worst performer is LHV by completing only 3 out of 7 criteria.

The least completed criterion is historical conversion rates.

Good example from Swedbank where 4 fulfilled criterions are visible — SWIFT; current, official

and historical (link) currency conversion rates:

Prices and rates

» Currency Exchange Rates

> Interest rates of deposits. @ Creditcard

» Loan and leasing interest rates.

» Fund rates
» Stock prices

20.07.2011 00:44:55

Bank channels and contacts

Calculators

Additional services

Currency
AUD (Australian Dollar)

Donation environment

IMPORTANT

BGN (Bulgaria Leva)

CAD (Canadian Doliar}

Internet bank security CHF (Swiss Franc)

Privacy

CZK (Czech Koruna)

Bank conditions DIK (Danish Krone)

GBP (Briish Pound)

i HRK (Croatian Kuna)
Financial planne: HUF (Hungarian Forint)

JPY (Japanese Yen)

Loan, leasing, credit card LTL (Lithuanian Litas)
LVL (Latvian Lats)
Investment, saving, pension
NOK (Norwegian Kroner)
Praperty and life insurance PL (Polish Zioty)

RON (Mew Romania Lei)
RUB (Russian Rouble)
SEK (Swedish Krona)
TRY (Turkish Lira)

USD (US Dollar)

& Forfurter information about travel insurance

© Change in the format of currency exchange rate

Purchase rate
Cash Transfer

- 1.33950
= 1.98400
= 1.35050
= 117500
24.85740 2473480
7.56800 7.49350
0.89300 0.88650
0 7.51750
273.60565
= 113.22100
3.47900 3.46350
0.71650 0.71300
7.94600 7.88350
407550 4.04950
= 431700
4058560 40.10810
9.30450 9.27700
= 2.38950
1.44150 1.43000

Rates are informative and may change during the day.
For currencies not rated by ECB, the exchange rate of the respective national central bank against he euro is shown.

Customer service: § 310 310
info@swedbank.ce

SWIFT/BIC: HABAEE2X | Security

Sales rate

Cash

3.41850
069850
7.75050
3.93600
3851830
9.07550

1.35900

Transfer
131250
1.94750
133750
1.15700

24.24750
7.41850
087300
7.36850

26821450

110.99005
3.44200
070550
7.77400
3.98100
419000

39.47400
9.14300
231900
1.41000

European Central
Bank rate

132730
1.95580
1.35340
1.16070

24.48000
7.45640
0.87890
7.44330

27150000

1177000
3.45280
0.70930
7.85200
402830
4.25300

39.74500
9.23000
2.35170
1.41600

| Privacy | Bank conditions | Feedback onourservice @ ==
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10. Mobile banking

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

Mobile banking test aims to evaluate to which extent banks are accessible through mobile
communication channels. Test covers WAP, SMS, Mini Opera and iPhone Safari compatibility testing.

Structure

WAP / SMS Mobile banking subcategories

1. Subscription and service management 4. Help system
2. Information 5. Security measures
3. Transactions

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

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

Transactions subcategory evaluates transactions that can be executed through WAP mobile banking.
Notifications subcategory evaluates notifications that can be sent through SMS mobile banking.

Help system subcategory evaluates help content that can be access online regarding mobile banking
services.

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

WAP banking assumptions

Technical possibilities theoretically allow WAP services to have the same level of functionality as regular
IBS. Therefore the main limitation of mobile WAP banking is the small capacity of information it can
provide on the mobile phone screen, making data input inconvenient. Accordingly we think that WAP
services should be biased in favor of functionality and restrain from overloading the user with
unnecessary information.

Also we assume that WAP services will be used mainly in two situations. Firstly, when there is an
urgent need and no other means of banking are available and the secondly when a person is in a
situation where he has some free time but his choices of activities are limited (e.g. standing in
line/waiting for something).

Holding these assumptions in mind we came up with a list of criteria that we think are the most
important for WAP mobile banking service.

SMS banking assumptions

SMS mobile banking is technically much more constrained. SMS limitations include: communication
lag, limited security options and limited presentational capabilities. But the main advantage of SMS
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mobile banking is that it can reach its users by sending them a SMS whenever there is a need for that.
This makes SMS banking ideally suited for providing notification services. So we think that SMS
banking’s main purpose is to provide notifications, information and basic transactions support.

Holding these assumptions in mind we also came up with a list of criteria that we think are the most
important for SMS mobile banking service.

Mobile browsing assumptions

Mini Opera mobile browser was selected for compatibility testing as one of the leaders in mobile
browsers area, available to majority of mobile phone users.

iPhone and Android were selected as devices with swiftly increasing popularity. Tests were conducted
using iPhone’s and Android’s native browsers.

Testing process

Two mobile communication channels - WAP and SMS were tested according to the different set of
criteria. An attempt to login and execute a domestic transaction was made through Mini Opera,
iPhone Safari and Android mobile browsers. Also availability of special website for mobile browsing /
native iPhone and Android applications was investigated through banks public website, phone

support, Apple store and Market.

Presentation of results

The results of Mobile banking tests are displayed as a percentage of the criterion that a certain bank

meets in every subcategory and overall in the Mobile banking category.
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10.1 Overall results of mobile banking test

Lithuanian banks

Overall mobile banking in Lithuania
AVERAGE I 36%
Finasta I 6%
Handelsbanken I 14%
Medicinos bankas |32%
Nordea I 35%
Ukio bankas I 36%
Danske bankas I 37%
Siauliu bankas I 38%
Citadele I 39%
DNB Nord ] 42%
Swedbank 52%
SEB 70%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Latvian banks

Higher figures represent better results

AVERAGE

SMP Bank

Svenska Handelsbanken
Danske Banka

Hipoteku un zemes banka
DnB NORD Banka
Latvijas Pasta Banka
Privatbank

TRASTA Komercbanka
Regionala Investiciju Banka
Banka Citadele

GE Money Bank

Nordea

SEB Banka

Eesti Krediidipank
NORVIK BANKA
Swedbank

Overall mobile bankingin Latvia

0%

| 20%
| 7%
| 12%
| 12%
| 18%
| 20%
| 20%
| 25%
| 279%
| 29%
| 30%
| 35%
| 36%
| 39%

| 42%

47%
67%

10% 20% 30% 40% 50% 60% 70%

80% 90% 100%

Higher figures represent better results
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Estonian banks

Overall mobile banking in Estonian

AVERAGE

Marfin Bank

TBB

Citadele

LHV

Handelsbanken

Sampo Pank
Krediidipank
Nordea
Swedbank

SEB

0%

12%

12%

12%

12%

I 27%

I 33%

37%

69%

10% 20% 30% 40% 50% 60% 70%

80% 90%  100%

Higher figures represent better results
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10.2 WAP banking functionality results

Lithuanian banks

WAP functionality in Lithuanian banks

AVERAGE | 8%
Finasta || 0%
Handelsbanken || 0%
Medicinos bankas || 0%

Ukio bankas || 0%
Danske bankas [| 0%
Siauliu bankas [| 0%

Citadele |/ 0%

DNB Nord || 0%

Swedbank || 0%
Nordea 47%

SEB 50%

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

Higher figures represent better results
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Detailed testing results

Criteria

Swedbank

Handelsbanken
DNB Nord

SEB

Medicinos bankas

Finasta
Citadele
Danske bankas
Siauliu bankas
Ukio bankas
Nordea

Subscription & Service Management

WAP service is activated by default

It is possible to activate WAP service by visiting branch

It is possible to activate WAP service from IBS

It is possible to deactivate WAP service from IBS

Printable version of agreement is available on the public website

Service is available to clients of all mobile operators in a country

Service fee information available on the public website

Information

Current account balance information

It is possible to see an account number

Transaction history available

Currency exchange rates are available

It is possible to see information from the stock exchange

It is possible to find the locations of ATMs or bank branches

Transactions

Transfer money between user’s accounts

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

It is possible to create a local money transfer template

It is possible to create an international money transfer template

Setting automatic payments

++ ]+ ]+ ]+

Pre-defined payment triggering

It is possible to cancel money transfer

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Pre-paid mobile account refill (2 largest provides)

It is possible to buy and sell stocks

Help system

Service description available on the public website

Printable version of service description is available on the public website

List of frequently asked questions available on the public website

Security measures

Security measures of service described on the public website

Session time out is present

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

WAP login data is the same as for e-banking

It is possible to change user login data

Changing daily transaction limits

It is possible to block a payment card

It is possible to unblock a payment card
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Commentary

e Only SEB and Nordea offer WAP services to its clients.

e SEB scored 3 percentages more mainly because it gathered all Subscription & Service
Management scores except for one - service fee information available on the public website.

e InInformation and Help System sectors both banks got scores in the same features.

e In Transaction and Security Measures sectors Nordea showed to have more features than
SEB.

e Only Nordea allows making an international transfer.

¢ None of the banks offer the possibility to block or unblock the payment card.
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Latvian banks

WAP functionality in Latvian banks

AVERAGE I 9%

SMP Bank || 0%

Svenska Handelsbanken || 0%
Danske Banka || 0%

Hipoteku un zemes banka || 0%
DnB NORD Banka || 0%
Latvijas Pasta Banka || 0%
Privatbank || 0%
TRASTAKomercbanka || 0%
Regionala Investiciju Banka || 0%
Banka Citadele || 0%

GE Money Bank || 0%

NORVIK BANKA || 0%

SEB Banka 10%
Eesti Krediidipank I 45%
Swedbank 51%
Nordea 55%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

Regionala Investiciju Banka
Hipoteku un zemes banka

Svenska Handelsbanken
TRASTA Komercbanka

Latvijas Pasta Banka
Banka Citadele

SMP Bank

Eesti Krediidipank
Nordea

NORVIK BANKA
Privatbank
DnB NORD Banka

GE Money Bank
SEB Banka

Swedbank
Danske Banka

Subscription & Service Management
WAP service is activated by default B TR

+
+

It is possible to activate WAP service by visiting branch SO IR R I (S [ D B T U R N D B )

It is possible to activate WAP service from IBS O IR e R D D [ A I R I e
It is possible to deactivate WAP service from IBS SO I D [ A N R B R B R D e

Printable version of agreement is available on the public website S [ R I ) R ) S S [ R B i R ()

Service is available to clients of all mobile operators in a country EN T I I T I e I o S P R e I

Service fee information available on the public website SO IR I [ R I S N R I B B D N B

Information

Current account balance information S S I [ S B )

It is possible to see an account number S S I [ S B )

Transaction history available S S I [ S B )

Currency exchange rates are available EN IR R [ e N

It is possible to see information from the stock exchange S I I I ) R ) B S R R B i R ()
It is possible to find the locations of ATMs or bank branches SO I I [ 0 I e R R I R R D R B

Transactions

Transfer money between user’s accounts - -1 -

It is possible to make a local money transfer B [ e

It is possible to make a delayed local money transfer - -1 -

It is possible to make an international transfer - -1 -

It is possible to make a delayed international transfer -1 -1 - -

]+ ]+ + ]+

It is possible to create a local money transfer template - -1 -

+

It is possible to create an international money transfer template E B N

Setting automatic payments R [ I I (I I D S I e e D B

Pre-defined payment triggering R [ I I (S S (S I R I R B B I

It is possible to cancel money transfer R [ I I (S S (S I i D ) R B B

Currency conversion is available SO I I [ A R R R i B B N R B e

Utility payments (water) SO I I [ R D I B B B I R B e

Utility payments (heating) B e e e

Utility payments (electricity) E [ I I (e I I e R e e

Mobile phone service payment (2 largest providers) S [ R I ) R ) D S R R I i R ()

Pre-paid mobile account refill (2 largest provides) S [ R I ) R ) D S R R I i R ()
It is possible to buy and sell stocks SO IR I [ R I S N R I B B D B B

Help system

Service description available on the public website B0 IR I I (S [ I B T N R N D B )

Printable version of service description is available on the public website S IR R I (S [ D B I N S R D B )

List of frequently asked questions available on the public website SO IR I [ R I S N R I B B D B B

Security measures

Security measures of service described on the public website EO [ I I (S [ R R I I e R D B )

Session time out is present EO IS R (R R I R

Necessity to authorize with custom password B S I I e

Access to account is blocked after entering incorrect login data for five or less times RN

+
+

Necessity to enter code from code card/generator to execute any transaction R [ I I (S I R R 0 N P S I B )
T
4

WAP login data is the same as for ebanking N IO S I S I )

It is possible to change user login data R [ I I (I D D S I e e D B

Changing daily transaction limits B e e e e

It is possible to block a payment card O S I I (e B Y D ) I e e e
It is possible to unblock a payment card S IR D (R Y B D [ (R I B B B B
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Commentary

e Looking on the WAP category of Mobile banking services it's necessary to mention that
overall most of the banks do not offer special pages which are technically created especially
for mobile phones (WAP sites). Only four banks in Latvia: SEB, Eesti Krediidipank, Swedbank
and Nordea, out of sixteen gathered percentages in WAP functionality.

e Nordea scored the best 55% percentage and Swedbank is behind only for four percents
while SEB bank made up only 10 percents.

e By fulfilling criterions the most successful and leading performer is Nordea bank, which
gained such status mostly due to uniquely offering international (+delayed international)
transfers from WAP, due to offering possibility to make templates from WAP and also due to
offering some bank’s defined templates (e.g. to pay for water). Nordea also describes a bit of
security measures of WAP on bank’s public website.

e Eesti Krediidipank, Nordea and Swedbank gathered the same scores in the sector of
Subscription & Service Management. They almost went step by step in the sector of
Information where only Nordea missed to score in the Currency exchange rates are available.

e In the sector of Transactions there were only two banks which scored: Nordea and
Swedbank. Nordea seemed to be the leader in this sector as it scored 11 points, while
Swedbank scored only 5.

e  Eesti Krediidipank, Swedbank and Nordea scored in the same categories in the sector of Help
System.

e To compare three banks: Nordea, Swedbank and Eesti Krediidipank, the worst performer
from these three is Eesti Krediidipank, mostly due to not providing possibility to make
transactions from WAP. WAP of Eesti Krediidipank is only for observing and controlling the
account. But despite the fact that Eesti Krediidipank does not offer making transactions from
WAP, it must be mentioned that Eesti Krediidipank's WAP site (not mobile e-bank, but WAP
site as such) is the best. Eesti Krediidipank’'s WAP site has sections for news, currency rates,
etc. Mobile e-bank is just one part of WAP site.

e  Only the Eesti Krediidipank bank provides blocking a payment card using WAP.

e It was only one criterion, throughout the whole unit, in the sector of Subscription & Service
Management where all four banks got scores which was: Service is available to clients of all
mobile operators in country.

e SEB bank characterized only in one section - It is possible to find the locations of ATMs or
bank branches, where it the only got scores.

e Generally banks do not offer such services as WAP mobile sites. If a bank provides such
services, then the most completed criterion are: WAP services activated by default; it's
available for all operators in country, which offer GPRS; using WAP it's possible to see overall
information of account (balance, IBAN, transaction history); WAP service description on a
public website; providing automatic session time-out after some period of not using the WAP
site; login data for IBS and WAP are the same.

e The least completed criterion in the WAP category are: making operations on stock market
(selling/buying); some utility payments (for electricity, mobile operators); possibility to change
login data and transaction limits from WAP; setting automatic (periodic) payments using
WAP; providing information about ATM's or branches on WAP site; providing special section
with fees especially for WAP services on a public website; opportunity to activate/inactivate
WAP services from IBS.

e Swedbank provided a very nice explanation of WAP services on its public website (on
description page when clicking on the list of provided services within WAP, website shows an
image of particular service would be seen in WAP):
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Informacija par rezervatajam summam
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e Using Swedbank’s WAP services, after some period of time, when trying to access any page
in mobile phone, session time is out, but it does not show such message but just do not let
user to open a new WAP page (it actually shows an error message).

e On Eesti Krediidipank's public website there is a section called "Mobile e-bank” and in
description of WAP services there is a link to http://wap.ekp.lv. The link provided doesn’t
work as the mobile browser and says “Server not found.” After contacting representative of
the bank, the actual WAP address is found, which is wap.lbb.lv. wap.lbb.lv and works well,
but all logos on WAP site are not Eesti Krediidipank’s but “Latvijas Biznesa Banka” which was
the previous name of the bank.
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Estonian banks

WAP functionality in Estonian banks

AVERAGE
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Detailed testing results

Criteria M. §
“HIHRRE
© i N e i) @
JBEBERLN:
HEEHEENERE
Subscription & Service Management
WAP service is activated by default -] - + |+ -1-1-1-
It is possible to activate WAP service by visiting branch BN I e I R R P R e
It is possible to activate WAP service from IBS I ) I IR R I e
It is possible to deactivate WAP service from IBS S I I P I e
Printable version of agreement is available on the public website FO I ) N D T I [
Service is available to clients of all mobile operators in a country BN I e I T I R [ e
Service fee information available on the public website EO I ) B R N I e
Information
Current account balance information B Y e
It is possible to see an account number B Y T e e
Transaction history available S I I Y B e e
Currency exchange rates are available EO I ) B D N R I e
It is possible to see information from the stock exchange S0 I O R R I I e
It is possible to find the locations of ATMs or bank branches S I I R T D I L
Transactions
Transfer money between user’s accounts B Y T e e
It is possible to make a local money transfer S I I Y B e e
It is possible to make a delayed local money transfer B Y e
It is possible to make an international transfer S I I R N e e
It is possible to make a delayed international transfer B I ) Y D I e
It is possible to create a local money transfer template S I R Y
It is possible to create an international money transfer template S I e Y
Setting automatic payments B I ) I I ) I e
Pre-defined payment triggering S I I Y B e e
It is possible to cancel money transfer I S e
Currency conversion is available B I ) Y D I e
Utility payments (water) FO I ) B D I I I e
Utility payments (heating) EO I ) B D B R I e
Utility payments (electricity) SN I B I D ) R e
Mobile phone service payment (2 largest providers) S I ) I I ) i B
Pre-paid mobile account refill (2 largest provides) S I I D D e e
It is possible to buy and sell stocks S I I R T D I L
Help system
Service description available on the public website S I I Y B e e
Printable version of service description is available on the public website B I e I T I R [ e
List of frequently asked questions available on the public website A0 IRV ) R O N N I R
Security measures
Security measures of service described on the public website EO I ) N T I I [ I
Session time out is present B Y e
Necessity to authorize with custom password S I R B D P [ e
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 - - - -] -
WAP login data is the same as for e-banking S I Y B e
It is possible to change user login data S I B I ) e
Changing daily transaction limits FO I ) B D I R I e
It is possible to block a payment card EO I ) B D I R I e
It is possible to unblock a payment card S IR O I R I R I L
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Commentary

The best performers among the Estonian WAP banks are SEB and Nordea, which are also the
only ones, out of ten banks, to have WAP Mobile Banking. Both of these banks had most of
the necessary functionality available, e.g. making a local money transfer, checking current
account balance information or having access to transaction history available.

SEB bank scored 61% while Nordea scored 54% percents. Both banks’ interface is clear and
easy to use. SEB is leading only in one criteria.

SEB bank in the sector of Subscription & Service Management scored all except for one
criterion: possibility to deactivate WAP service from IBS.

As only two banks have the WAP service the worse one is SEB. Although they mostly have
the same offerings but SEB does not have as many of them in the transactions category as
Nordea. SEB’s interface is developed very logical. Simple black-edged fields on a white
background with black text. No colors besides black and white and only two links on most of
the pages — "help” and "back”.

A good example is from SEB's bank on how to present information. Although both banks
have only one page for WAP, SEB puts more information on that, especially covered security
which is very important.

N p et e s ol - B 6 X | ik Nordsnen ] 1w cenusssene.. |3 ot omntesty

| previous Nest |[7) options ~ |

WAP-teenused, sisenemine ja turvalisus

SEB Paketid SEB WAP-kodulehel on Sul véimalik kasutada alljargnevaid teenuseid:
Kontod ja arveldused

© Meie reenused

KLIENDITUGH
+ pangainfo, kus tutvustatakse erinevaid véimalusi pangateenuste 665 5100
Kliendihaldurid i

Teeninduskanalid Kasutamiseks;
» valuutainfo, kus saab vaadata Eesti Panga valuutakursse, SEE sularaha ja

dlekande ostu-miliigi hetke valuutakursse ning teha arvutusi erinevate

Erakliendi internetipank
Mobiilipank

Telefonipank valuutade vahel; KIRI PANGALE
i * SEB Internetipank, kus on vaimalik saada infot oma kontode jaskide ja Kontaktivorm
Postipank

vabade vahendite kohta, teostada maaratud makseid ning rifgisiseseid
Pangakontorid tlekandeid. Selle teenuse kasutamiseks peab Sul olema intemetipanga
Pangaautomaadid leping. Sisenedes ja tehinguid tehes identifitseeritakse Sind
r——] intermetipanga kasutajatunnuse, salasana ja koodikaardi Vi PIN-
lalkulaatori koodidega.

Kodulaen

Liising WAP-teenusesse sisenemine

Vaikelasnud

V/AP-teenuse peab kasutaja il olema operaatori
poolt aktiveeritud Data-teenus. Kdikidel EMT lepingulistel klientidel on Data-
teenus operaatori poolt automaatselt avatud. Tele2 lepinguline klient peab
Kindlustus operaatori juures selle aktiveerima (Data-teenuse aktiveerimise eest Tele2
eraldi tasu ei kiisi).

Hoiused ja investeerimine

Pension

Hinnakiri
Sisenemine SEB WAP-i
@ Kiiendiprogrammid
« Vali EMT \AP-kodulehelt “V/AP-lingid” ja seefarel “SEB” ning Sa jéuad
SEB V/AP-kodulehele.
« Tele2 V/AP vali SEB V/AP. joudmiseks “Lingid” ja
seejarel “V/AP”.

@ Kursid ja intressiméarad

« SEB WAP-kodulehele on véimalik ka otse siseneda, mirkides telefoni
i jio aadressiks www.seb.ee/wap.

Turvalisus

i isel luuakse rurvaline fihendus kliendi arvuti ia
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10.3 SMS banking functionality results

Lithuanian banks

SMS banking in Lithuanian banks

AVERAGE | 47%
Finasta [/ 0%
Handelsbanken || 0%
Nordea || 0%
Medicinos bankas I 47%
Ukio bankas I 48%
Danske bankas I 57%
Siauliu bankas I 67%
Citadele I 70%
DNB Nord L70%
SEB 71%

Swedbank 71%
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Detailed testing results

@
Criteria g E &E ﬁ .
HEIE S8
c|»|o clolelolelt]s
s|s|2 elzls|s2(2]8
tl1s1Z2|=l8]lele|s|R]|2 |5
Al ]lolrnlSlclulalrn]|D |2
Subscription & Service Management
SMS service is activated by default + + |+ +] -+ ]+ -
It is possible to activate SMS service by visiting branch S IR AR IR A I N B B
It is possible to activate SMS service from IBS +| -1+ + R R B i
It is possible to deactivate SMS service from IBS + -+ + - -+ -+ - -
Printable version of agreement is available on the public website S [ I I R I T (R R N
Service is available to clients of all mobile operators in a country S I S BT A2 I I N T I
Service fee information available on the public website + -+ + 1+ -]+ ]+ -
Information
Current account balance information + ] -+ + L+ -]+ -
It is possible to see an account number FE [ A R D D T RN e R
Currency exchange rates are available Eo I A O S [ RS S I I
Last transaction details are available + -+ + 1+ -]+ ]+ -
Transactions
Transfer money between user’s accounts BN I T T R I O I T R
Pre-defined payment triggering S [ D R D D e D [
Mobile phone service payment (2 largest providers) FEN R D I e I e B e R
Pre-paid mobile account refill (2 largest provides) FEN [ R IR D D ) R e B
Notifications
Possibility to order SMS notification when transaction has been completed = I e T
Account fund change notification Eo I R B O [ I B T R
Notification about transactions triggered by automatic payment setting S [N B IS (R I Y [ I I
Notification concerning contraction of balance of account to a certain level L IS B [ R R N B P I
Possibility to customize notifications Eo I ) O (S [ IS I I I
Reminder on approaching payment SO I R R R I T ) e
Reminder on approaching payment card expiration date FEN I ) I O P e e R
Possibility to customize reminders from IBS Eo I N O e I R B N I
It is possible to unsubscribe from SMS notifications/reminders by sending SMS Eo I R R O [ T B T I
Help system
Service description available on the public website S IR AR IR A I B N R B
Service commands are described on the public website + -+ ]+ S+ i -
List of frequently asked questions available on the public website EON [ A B Y B S R R R
Printable version of service description is available on the public website S RN AR IR R I N N T I
Printable version of comands description is available on the public website Co I B B R N Y Y
Security measures
Security measures of service described on the public website SN [ I B I I R N R I
Necessity to authorize with custom password EO I T BT S I O S AT B
It is possible to change user login data SN N I I I I B R R T
It is possible to unblock a payment card S [ R I i D [
It is possible to block a payment card S0 IR R I B I N T ) I
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Commentary

e  SMS banking is provided by the very nine banks from eleven in Lithuania.

e  SEB bank and Swedbank go hand by hand with each other and get the highest percentages
from all: 71%. The second position is shared by Citadele and DnB NORD, which gathered
70%. The least percentage is made up by Medicinos Bankas, which got 47%.

e  Four banks: Swedbank, DnB Nord, SEB and Citadele scored for all the possible features in the
sector of Subscription & Service Management.

e The very six banks: Swedbank, DnB Nord, SEB, Medicinos Bankas, Citadele, Danske Bank
gathered all the pluses in the sector of Information and two banks: Siauliu and Ukio missed
only one criteria each. Siauliu bankas - possibility to see an account number and Ukio bankas -
possibility to see currency exchange rates.

e  Four banks: Swedbank, DnB Nord, Citadele and Siauliu bankas gathered all possible features
in the sector of Help system.

e  Only Danske Bank suggests a feature to block a payment card.

e Swedbank was the only bank that did not require any passwords for its SMS bank. That
might pose a considerable security threat.

e  Ukio Bankas has a very small but customizable client information form in its IBS. The client
has over 6 options when he wants to be notified and he could set all the parameters himself.
He could also choose where notifications should be sent between email and mobile phone.
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Latvian banks

AVERAGE

SMP Bank

Svenska Handelsbanken
Nordea

Danske Banka

Hipoteku un zemes banka
DnB NORD Banka
Latvijas Pasta Banka
Privatbank

Eesti Krediidipank
TRASTA Komercbanka
RegionalaInvesticiju Banka
Banka Citadele

GE Money Bank

SEB Banka

Swedbank

NORVIK BANKA

SMS banking in Latvian banks
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Detailed testing results

L2l B 3|e
|5 s| 28] |E|5
Criteria HHE: §Z£ HEEHERE B
HE L AREEECE I EEEEE
HEEEHEHEHEEHEEREE
=R N B E B R
wldlg]|=lelclz]lalz]ls|z|8]g|&]|2|=
Ojlwlajlnl|lZlZlaln]lnlo|lalc|d|ol|lT |-
Subscription & Service Management
SMS service is activated by default + |+ N R IS I S S IR (e IS () IS I
It is possible to activate SMS service by visiting branch + + BN IO S IR S NS IS IS R R R S
It is possible to activate SMS service from IBS +1+] -] - + +f+ ]+ + +|+ |+
It is possible to deactivate SMS service from IBS E IS R R e [ R R T R (R I ) R R
Printable version of agreement is available on the public website FON IR 5 [N (R TN IR R e (R I [ ) I R
Service is available to clients of all mobile operators in a country S I T N e (RS B IS T IR I B (R B e
Service fee information available on the public website FU R R B R T i i iy R D I R R B
Information
Current account balance information FU [ ) [ e R R DT D N R RN B (VRN R s
It is possible to see an account number PO IS I (R B S S IR S R (R IR B IR I [
Currency exchange rates are available FEN I R I D N R R i B e B D B )
Last transaction details are available FUN I R R R TN I (e i B Y R R R )
Transactions
Transfer money between user’s accounts S [ R B I I Y R I I I ) e
Predefined payment triggering [ I I [ (R T I I i (R e B G B R
Mobile phone service payment (2 largest providers) [ I I [ (R T I I i (R e B G B R
Pre-paid mobile account refill (2 largest provides) B [ S I e R D N ) R D R e B
Notifications
Possibility to order SMS notification when transaction has been completed Eo RSN R (R I B R B I (N R B e I S
Account fund change notification R IS S [ B S S RS RS B I B R IS R
Notification about transactions triggered by automatic payment setting Eo RSN R (R B R B B S RN T e e )
Notification concerning contraction of balance of account to a certain level B0 I I e I R T O RN e N ) [ I
Possibility to customize notifications P [ i [ e R T T R N T D e e s
Reminder on approaching payment FO I D B () N R I e (R S [N () I R
Reminder on approaching payment card expiration date S S R I e [ R A IR B I ) I R
Possibility to customize reminders from I1BS B S R I ) R I (R A NN I IR ) (R R I
It is possible to unsubscribe from SMS notifications/reminders by sending SMS Eo [N S I B S P B A IR R IR B R R
Help system
Service description available on the public website £ (R I IR I IR S (RS S BN R IR I IR R IS
Service commands are described on the public website £ [N (R IR I R ) (RS S BN B I I IR R IS
List of frequently asked questions available on the public website BN IR 0 IR I [ I T (R I B I ) R
Printable version of service description is available on the public website £ (R I I B I S RSN S N B I R (R B I
Printable version of comands description is available on the public website Eo [N A I B S P R S IR ) IR B [ B
Security measures
Security measures of service described on the public website N I R B (e I IR e (R e B B B e e
Necessity to authorize with custom password [ I I [ () R I I e e s B O S
It is possible to change user login data [ I I [ () R I I e e s B O S
It is possible to unblock a payment card [ I I [ (R O I I S (R e B B B R
It is possible to block a payment card S I e I D I S I e (R B [ R B R
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Commentary

The best performer in the category of providing SMS-banking services is NORVIK BANKA,
which offers an opportunity to make considerable amount of different operations using M-
bank (SMS-bank). It offers many different commands which can be sent by user in order to
make payment, get some information or receive notification. In addition to this, NORVIK
BANKA is a very informative in the sense on its public website and provides plenty of
information relating to SMS-banking on its public website.

Other best performer in the category can be considered Latvijas Swedbank, because this
bank also offers some kind of transactions which can be made through SMS-banking (pre-
paid mobile account refill), and in addition to this, Swedbank offer moderate amount of
different possible notifications.

The worst performers in this category are Nordea, Svenska Handelsbanken and SMP Bank
because they do not provide SMS banking at all for a moment.

From banks which offer SMS-banking, worst performers are PrivatBank and Eesi Krediidipank,
because these banks’ SMS-banking has only informative meaning and all the user can do
using SMS-banking is just receiving notifications of changes in account balance (no SMS
commands or something like this).

DnB NORD offers a service called ELEKTRO SMS, where you can pay for your electricity bill by
means of SMS (you specify all the same thing you would in paper form, i.e. last payment

date and kWh consumed up till now, and the payment goes out of the account chosen):

INORD i

Demo versia
Palltzhoa ietoiana

PRIVATPERSONAM

Norekini
Bérskaittiumi

% Automatisks rekinu
apmaksa

Reqularie maksaiumi
MoneyGram

Horkini latos un Arzemiy

& Izdrukai
Latvenergo Elektro SMS

AS "Latvenergo" visiemn Dne NORD klientiem piedava jaunumu: ELEKTRO SMS — iespéju norekinaties par
patErgta elektroenergiju, nositot Tszinu no sava mobila talrupa

Izmantojot ELEKTRO SMS, Jds

ietaupisict laiku, ko pavaditu cel uz pasta nodaju vai bankas
filisliy jo parskaitiumu vargsiet veikt no jsbkuras Latvijas vistas,
tai skaits, stavot tiefi pie elektribas skaitltajs;

vargsiet samaksit par elektroenerdiju jebkurs diennakts laiks un
tam nebds nepieciefams pat Internst pissl&gums;

neaizmirsisiet norgkinaties savlaicigi, jo varssiet aktivizet
- atgadindjuma fszinas sanemianu par kart&js

maksajurna veikianu,

Sa var izmantot visi LMT vai Tele2 pieslgguma (t.sk. 30

valitss
SEPA makssiumi

Horékini eksotiskaiss
valotas

DnB NORD grupas bankas

Moguldijumi
Investiciias

Krediti

Lizings

Dzlvibas apdrosinsiana
Pensiias

Valtas darfiurni

Leki

Attalinatie pakalpojumi

KARJERA DnB NORD
Darba piedavajumi

operatoru tiklos darbojozos priekEapmaksas kartu) lietotai, kuriem banks
ir atvErts norékinu konts vai norgkinu karte un noslgts tiesa debeta ligums.

Tszipas par veikanu sap attieciga naudas summa tiks atskaitita no

&
J0su bankas konta vienas diennakes laika,
Kop&ia maksa par ELEKTRO SMS ir atkariga no mabilo talrunu operatora:

Kligntism ar LMT pissl&gumu — 0.50 Ls (0.20 par Tis3o debstu + 0.15 x 2 par pakalpojumu) + LMT
noteikts katras iszinas cena;

kligntism ar Tels2 piesl&gurmu — 0.60 Ls (0,20 par tie3o debstu, 0.20 x 2 par fs2inu un
pakalpojumu)
ELEKTRO SMS lietoSanas apraksts
i ivize s, [{ adiE. )

Wispirms nosdtiet Tszinu ar komandu U [atstarpe] pédéjais apmaksatais skaititaja radijums [atstarpe]
apmaksata perioda beigu datums (ddmmag) uz servisa numuru 9 300 088 (LMT) vai 6 000 088 (Tele2)

Piemérs.

Ja s pEaEjals apmaksatais skaititdis radfums ir 3785 kWh (apmaksats fidz 2005, gade 6. aprilim), nositiet
Tzinu & 37685 060405,

UzstadiZana javeic tikai vienreiz — pirms pirmas maksasanas reizes!

Turpmak maksjuma periods tiks aprekinats automatiski, par pamatu nemot pEd&ins sanemtas datus, Ja
vElaties maintt nakama maks&juma sakuma datus, atkartojiet uzstadiEanas operaciju

Maksajumu veikiana

Regionala Investiciju Banka's website contradicts itself, misleading the user. On one page it
says the only way to sign up for the SMS Mobile Banking service is to go to the branch and
fill in the papers:
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INVESTICIJU

atviski | no-pyecws | in endlish

3 Pat Banky
2 Pakalpojumi

» Morgkinu konts

+ Attalinaie kontu vaciEanss fzek]

> SMS harka
» SMS barkas listodanas pamachs

» Barvedum

» Maksaumu kartes

» Skaidras naudes operdcias

» Dokumertirds opericiss

+ Aizdevumi

+ Darfjuma korts

» bloguidumi

» Investicias
2+ Kontakti

| Meklgzana

—————

| valiitu kursi (2011-08-02)

Wiena valitas vieniba izteikta latos

usp 04342 0,5017
EUR 0.703% 0.7146
A 05391 0,5469
CAD 05167 0.5261
CHF 06314 06428
DKK 0.0043 0,091
GEP 05054 082

P 0.0064 0,0065

Sakuniaps ¢ Pakalojumi / Attdlintie konty vadSanas Tzekl © 5hi5 banka

» Internetbanka

Iy

SMS banka

Mgs saviem Klientiern piedavajam misdienou un 8rtu pakalpojuru SMS_banka, ar kura pafidelbu jis savd
mobilaja talruni visas diennakts garumd varat sapemt informaciu par kvienu darfumu gan norgkinu, gan karfu
komtos, urkist pac pieprastiuma ari Lzzingt informaciiu par kontu stvokli jurms visertakajs laiks.

Izvéloties SMS banku, jos:

o varat kontralt savu norSkinu un karu kontu stavok Jebkurd diennakts 12k3;
o tiskat informets par jebkury dariiumu, kas notisk jtsu norskinu vai kartes konts;

o varat kontrolét darjums izpides laiku;

o ar vienas fstines palidzibu, varat Uzzingt redio konta stavokl kviems pasaLles viets, kur darbiojas mobilais tauns;
+ varat maksimai 153 lalka konstatet un noverst iespejamas nelikumigas darbibas ar Jasu maksajumu kart

Izmantojat §MS banka jums tiek piedavatas S3das iespajas:
 kontrolt iendkodos un izejozos darfjumus norgking vai kartes kontos, turklat ieprieks noradot daruma minimalo
suMMmU, par kun velaties sanemt iszinuy
o Urzinat redlo morskinu un karEo kontu atkurmu, pimns tam Rosctot pieprasioms sziou Uz banku;
o aktivizet ur Uz lako apturet SIS bankas darkibu, vierkard atsitot attekuma szinu

Lal atvieglotu & pakalpojuma mantodanu, jums i iespSja zvBlties sev Brtko sacindZands valodu, jo
pakalpojums SMS banka ir pieejams tris valodss - latviedu, krieva un anglu. Turklat jos varat arf izvelsties sev
Srtako fszinu sanermEanas |aiku — visu diennakt val |sika periodd no 8,00 iz 22:00 (pac Latvijas laka)

Lal pletektns SMS barkai, jums i jdierodas bank3 personigl un Janosledz Ligums par SMS bankas pakalpojuma
lietganu,

SMS bankas pakalpojuma lieto§anas nateikumi

j M5 bankas pakalpatums listcanas notakum. odf
G| [ adobe Acrobat, 10173 Kb ]

3a jums raduSies papildu jautiiuri par Stako Un Ertako veidu ks konrolét naudas plismu un sekat lidzi jebkuram
darijumam jasu kontos, tad zvaniet Klienta Info Servisam: 67 359 000.

While on the other it says that you can do this also from their IBS:

latvisi | no-pvooi | inengish

i+ Par Banku

» Darbs Redjon s investiiu barks
» lerosingiumi un sddzhas
» Kiiert skola
» Ieki6i5S kontroles sistéma
» vl kursi
» Noguicflumu procerty lkmes
i+ Pakalpoiumi
Kontakli

| Meklgsana

————

| valiitu kursi (z011-08-02)

Viena valltas vienba iztekta latos

usp 04942 0507
ELR 0.7039 07146
AU 0,5391 05489
cAD 05167 05261
aHE 0.6314 0.6429
DKE 0.0943 0.0961
GBP 08054 082

P 00064 0.0085
L1 0.203 02073
oK 0.0916 0.0933
RUB 0,017 0.0181

» Internetbanka

ry

Jaunumi
Papildinajumi un uzlabojumi Internetbanka

29.09.2010

Ar prieku ka esam 8 un veikugi masu Inter ka. Izmainas i

veiktas Internetbankas sadalas ,Bankas darfjumi” un ,Finangu instrumenti”.

Internethankas sadals ‘Bankas darfjumi” spakEsadals "MoguIiumi” trpmak bis iespSfa apskatit visus Klients
velkins noguidijurmus, Lai to izdarit, izvslisties saiti “isi ligum. Seit varat aplikot gan aktives roguldiiarmus, gan
o5, kUPU terming fau ir beidzies.

Esam padnmaiusi a1 par tiem Kliertizm, kuri velas sekot lidzi jebkuramm darfiurmam savos komos ar mobila e
starpnieciou, Turpmak, lai pietekins SMS barkas pakalpoiumien, Jums rebls jsierodas barnks, jo to bos
lespSiams izdart attalingti, ar misu Internetharkas starpriscian, Lai pistiektns Sim pakalpojumarn, spskésadals
Pieteikumi” meklgjiet noradi ,SMS bankas uzstadijumi’, zvelieties nepiecieamos uzstadijumus Un nosttiet Bankai
Ts2inu, lai pakalpojums tiu aktiizats. Ar SMS bankas lietdanas notekumiem varat iepazities misu majas lapa.

Tapat ir uzlabota un pilmeidots Intermetiankas sadala Finand instrument®. Klient, kuri Finanéu instrument.
pakalpojumus zmanto bief, o padi novertss iespsiu veidot un saglabat Finandu instrumentu rikojumu
sagataves, kas atvieglos Finansu nstrumentu rikojumy iesniegéanu,

Priecasimies, fa §is izmainas Jums Skitis Brtas Un Lrpmak ietaups J0su laku ur fidzekls

Skaku informaciiu 10 varat iegit, zvanat Klisnts Infio Servisam: (+371) 67 353 000
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Estonian banks

SMS banking in Estonian banks

AVERAGE

TBB

Citadele

LHV
Handelsbanken
Marfin Bank

Nordea

Sampo Pank

Krediidipank
SEB
Swedbank

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

Higher figures represent better results
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Detailed testing results

Criteria S
v v X VA
~|5[8&8]|5& 8
sl=l2l2] o 2 o
SEEIE NN
HEBHEELEEE
Subscription & Service Management
SMS service is activated by default E I I B e B B
It is possible to activate SMS service by visiting branch + -1+ -1 -1+1-1-1-1-
It is possible to activate SMS service from IBS +1+]+] - + N R
It is possible to deactivate SMS service from IBS + 0+ 1+ - -+ -0 -
Printable version of agreement is available on the public website + ]+ + - -1+1-1-1-1-
Service is available to clients of all mobile operators in a country +l+ ]+ - -+ -]-1-]-
Service fee information available on the public website + ]+ L+ - -1+1-1-1-1-
Information
Current account balance information + ]+ + - -1+1-1-1-1-
It is possible to see an account number + 1+ - - -1+1-1-1-1-
Currency exchange rates are available B I L B R I P e
Last transaction details are available + -1+ - -1+1-1-1-1-
Transactions
Transfer money between user’s accounts + -1 -1+ -0 -0 -
Pre-defined payment triggering B IR I [ e I N e
Mobile phone service payment (2 largest providers) B IR I [ e I N e
Pre-paid mobile account refill (2 largest provides) T I N I D B R
Notifications
Possibility to order SMS notification when transaction has been completed £ IR D2 N R S R R e
Account fund change notification + -+ -] -] -] -
Notification about transactions triggered by automatic payment setting £ IR U2 I I S R R e
Notification concerning contraction of balance of account to a certain level +1 -1 -1 -1-1-1-1-1-1-
Possibility to customize notifications + ]+ L+ - -1+1-1-1-1-
Reminder on approaching payment EEN I ) I D T I e I
Reminder on approaching payment card expiration date + -1 -0 -0 -0-0-] -
Possibility to customize reminders from IBS EU I ) R e R D
It is possible to unsubscribe from SMS notifications/reminders by sending SMS EO I I [ I I I
Help system
Service description available on the public website w1+ -1+ - -1-]-
Service commands are described on the public website + -1+ -1 -1+1-1-1-1-
List of frequently asked questions available on the public website + 0 -1 -1 -1-1-1-1-1-1-
Printable version of service description is available on the public website +1+1+ -1 -1+1-1-1-1-
Printable version of comands description is available on the public website Eo I R I R R 0 R e
Security measures
Security measures of service described on the public website + -1+ -1 -1+1-1-1-1-
Necessity to authorize with custom password + -1 --1+1-1-1-1-
It is possible to change user login data SO U ) B R I I e
It is possible to unblock a payment card B I e
It is possible to block a payment card SO U A B R I B I e
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Commentary

The best performers in this category were Swedbank and SEB banks.

e  Six banks out of ten do not provide SMS banking at all, therefore only 4 banks have SMS
related services.

e The lowest score was gained by Sampo Pank. There were not many misses but still, like not
having the commands description anywhere in the PWS and having the option to subscribe
to the SMS service only through IBS, were enough to take the last place in this category.
Mostly the low score could be down to the fact that the SMS service is for notifications and
not for anything else.

e Good example is Krediidipank s offer to end the contract via SMS which is very convenient
for the customer to have the freedom to do it really easy:
7.4.4. SMS5-teenuse lepingu lépetamine
Lepingu saate koheselt |Gpetada:

® Int tipangas vajutades SMS-teenuse all nupule 'Ldpetan lepingu’

ja elkord 'Jah, ldpetan lepingu' , vdi

* saates Teenusnumbrile SM5-i marksinaga LOPP

El FRIMDI [E] sAADA SOERALE

HREDIDIFANGA KOMTORID & AMETLIKUD REKUVISIIDID # kuenoiTereron GO 0900 = KIRI FPANGALE

e Nordea has a section in the PWS for SMS-service but it is blank.

©n Nordea internetipank | , In English | p Do-pvecku | 7 Kontaktandmed | %o, Sisukaart | @ Triki |

|’ & Avaleht J Teenused erakliendile I Teenused Arikliendile | Nordea Pangast |

Teenused 3 =l Sernused erakIendie

Kliendil .
S s ae SMS teavitus
E-pangandus 13

E-teenused 4
E-identifitseerimine
E-makse

E-arve

e Two good examples from Swedbank and SEB about the amount of information and about
the service in the PWS:
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Mobilimaksed

Mobiilimakse on kdige scedsam, kiirem ja mugavam
véimalus eraisikutevaheliseks sularahata
arveldamiseks, sest

KONTOINFO
Koondviljavite

Konto viljavite

= mobiilimakse on tasuta, maksate vaid kdneajatasu oma
Kontojaak mobiilsidefirmale
== = mobiilimakse laekub otsekohe. sh nadalavahetustel ja rigipihadel
Auksiokbwsisboon) s ning ka eri pankade vahel, kes seda makset pakuvad (prasgu pakuvad
MAKSED mobiilimakset vaid Swedbank ja SEB)
= saate mobiillelefoni vahendusel raha tile kanda igal ajal ja igal pool

Siseriiklik makse Makse i piisab saaja

Masratud maksed Nii maksijal kui ka saajal peab malemal olema solmitud mobiilimakse

eping »
Makseid saate tegema hakata lepingu sdlmimisele jirgneval paeval ki
12-st. Teie mobiilile tuleb selle kohta ka lihisénum.

Otsekorraldus
Piisikorraldus
Vialisarveldused

&) Kuidas mobiilimakset teha?
E-arved

Valuutavahetus

Tiekid
PANGAICKARDEY Naited elust ehk kus vBib mobiilimakset Naide 1. L g )
Desbetkaart vaia minna / Olete kohvikus s8pradega ménusat Shiut vestmas. Kui tuleb asg arve tasumiseks,

: on panim viis selleks mobiiimakse: s3ber tasub kogu seltskonna arve ja Teie fasute
Krediitkaart oma osa talle mobiilimakse teel. Ei ole vaja inlemetipangas ulekannet leha véi
Preemiaprogramm Mida on vaja teenuse kasutamiseks teha? sularaha valja vitta
Turvalised ostud internetist Naide 2.

Teie laps vajab kiiresti raha. Mobilimakset saate teha igal pool, kus viibite, ja Leha

MOBILITEENUSED laekub lapse kontole otsekohe
Kiirteade

Saldo mobiilis

ecblliEnase Korduvad kiisimused

Koneaja laadimine

Mobiilirakendused @ Kus saab mobiilimakse lepingut simida?

@ Kas mobiilimakse leping peab olema makse tegijal vdi selle saajal?
w Millal parast lepingu s&imimist saab mobiilimakset kasutama hakata?

Laen, liising, krediitkaart @ Kas mobiili kénekaardiga saab mobiilimakset kasutada?

@ Kui suur on oht, et minu mebiililt sazb mobiilimakset teha vddras isk?

U
T T — @ Mida teha, kui telefon varastatakse vbi kaob?
m @ Mida teha, kui turvakood on ununenud véi teenus on blokeeritud?

Rahaplanceri

Telefonipank ¢ 1Phone i ja Androidi e .
Postipank rakendused
Pangakontorid E-POST 1

Pangaautomaadid info@seb.ee

Pangakaardid

Kodulaen

Nild otsustad ise, millal ja kus pangateenuseid kasutad.
mobiilipanga abil saad teha kiireid Ulekandeid, vaadata kontede,
Vikelaenud krediitkaartide ja vadrtpaberiportfelli seisu ning maksta kaupade ja
teenuste eest. Lisaks on mobiiltelefonis nuud ka Sinu isiklik
Rahapdevik. Kui kasutad iPhone’i véi Androidi telefoni, saad alla
laadida rakenduse, mis muudab pangas kdimise veelgi mugavamaks.

Liising

Hoiused ja investeerimine
Pension

Kindlustus

Vaata [ahemalt
Hinnakiri —

Internetipank mobiilis iPhone/ Android Mobiilimakse Infoparingud Hinnad ja tingimused

© Kliendiprogrammid

© Kursid ja intressimaarad

SEB internetipank mobiilis on méeldud kasutamiseks kaikide mobiilsete seadmetega, milles on olemas
veebisirvija. Teenuse abil saad pangaasju ajada igal ajal, séltumata asukohast.

Mobiilipanka padsed nii moodsa nutitelefoni kui ka tavalise mobiiltelefoniga, millega seni oled kasutanud meie
internetipanga VWAP-versiooni.

oni

mobiilipanga kaudu saad

= kontrollida konto jaaki

= vaadata konto ja krediitkaartide valjavatteid
» teha riigisiseseid makseid

= kasutada Rahapaevikut

= uurida valuutakursse

= jilgida vaartpaberite portfelli

Peale selle saad mobiilipangas lugeda mefe saadetud kirju ning vaadata pakkumisi.

Teenus on tasuta ja selle kasutamiseks on vaja ainult internetipanga lepingu olemasolu.

Sisene mobiilsesse internetipanka labi mobiiltelefoni veebisirvija aadressil m.seb.ee
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10.4 Mini Opera compatibility results

Lithuanian banks

Mini Opera functionality in Lithuanian banks
AVERAGE | 69%
Finasta I 33%
Siauliu bankas I 33%
Citadele I 33%
Medicinos bankas I 67%
Ukio bankas I 67%
Danske bankas I 67%
DNB Nord I 67%
Handelsbanken I 100%
Nordea I 100%
Swedbank 100%
SEB 100%
OI% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

Criteria

3

c = n

< o Cle

c = c|X|8

T

~ | ©|o %) G| S|
claols o o ® <
g |2 |o c SN B ECN I )
ol |= SisSl2|l]|slel|lo
B|C | m =ln|lo|v|= =
Q| c onl|lBlelE8lc|[z]8]5
S |s|Z2 @ clEe|c|m|x|o
alT|laln Sl |lOlolaliD =

Functionality

Posibility to login to IBS using Mini Opera

+
N
=
+
=
4
N
+
=
4
N

Posibility to make a local transfer from IBS using Mini Opera +l+ ]+ +|+ + + |+
Special IBS website for mobile browsing Mini Opera EU IR I I I R R I I
Commentary

All Lithuanian banks’ IBS are accessible via Mini Opera browser.

Finasta is the worst performer in the category. When you try to login with Mini Opera, the navigation panel
appeared, but it is not clickable.

Only three Banks: SEB, Swedbank and Nordea have special sites for mobile phones. Other banks do not offer
such services. You have to log in to regular IBS systems.

Swedbank and SEB provide the best designed mobile IBS platforms (even though they have few minor
formatting issues). Nordea uses its WAP version, but it has bigger formatting and login problems.

Finasta's IBS freezes up on every single phone with which you try to log in. You can click almost nothing.
Almost a third of the banks also have issues with clickable buttons — some random navigation panel buttons
turns out not to be clickable (Siauliu bankas) or even the whole navigation panel (Citadele). The unusual thing
is that even though the menu is not clickable, the form of the buttons and some other shortcuts are present.
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Latvian banks

AVERAGE

Danske Banka

SMP Bank

Svenska Handelsbanken
Hipoteku un zemes banka
DnB NORD Banka

Latvijas Pasta Banka
TRASTA Komercbanka
Regionala Investidju Banka
Banka Citadele

GE Money Bank

SEB Banka

Eesti Krediidipank
NORVIK BANKA

Mini Opera functionality in Latvian banks

| 33%

| 50%

1 72%

| 67%
| 67%
| 67%
| 67%
| 67%
| 67%
1 67%
| 67%
| 67%
| 67%
| 67%

Privatbank ] 100%
Nordea 100%
Swedbank 100%
10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
] ©
5|e =
2|8 |&|e
] =N = c
nEr s |218] . |52
Criteria c|lg|a g Slold|28|e|”]a
Ol=|c =z ol zlel@|c]cE
e =R <o als|£1&8|%]|5]s
= el e ofglelg|z|8|=|Tl=]5]%
cl2l |Slal¥]l8lclas|(O]lolTlalC]|Z]<
S1Z1E&128(z(R)|E1812 |5 el 2|e|E|E
I FE R R E R HEE
DjluwlalnlZ|Z|lalv|d|lolo|c|ld|oo|T|F
Functionality
Posibility to login to IBS using Mini Opera I IR i R R R R I D R R B R R R
Posibility to make a local transfer from IBS using Mini Opera S e e |+ ]+
Special IBS website for mobile browsing Mini Opera + - + -]+ + -

Commentary

e All Latvian banks’ IBS are accessible via Mini Opera browser.

e The best performer in providing IBS services for Mini Opera driven

Swedbank, Nordea and PrivatBank.

mobile phones systems is

e Norvik's IBS using Opera Mini doesn’t work and the error message appears (tried several
times in two different days).
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Estonian banks

Mini Opera functionality in Estonian banks

AVERAGE l 77%

BB | 67%
Citadele I 67%
LHV I 67%
Handelsbanken I 67%
Marfin Bank I 67%
Sampo Pank I 67%
Krediidipank I 67%

Nordea 100%

Swedbank 0%

SEB 0%

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

Detailed testing results

Higher figures represent better results

Criteria

Swedbank
Sampo Pank
Krediidipank
Marfin Bank
Nordea

SEB
Handelsbanken
LRV

Citadele

TBB

Functionality

Posibility to login to IBS using Mini Opera

+
+
+
+
-
+
N
+
-
+

Posibility to make a local transfer from IBS using Mini Opera

Special I1BS website for mobile browsing Mini Opera

Commentary

e The best performer was Swedbank which have mobile version

or-less used their WAP platform.

of the website. Nordea more-

e The worst performer is would be TBB as pages are really big with narrow text for which the
user needs to zoom in and be precise with his actions not to click on the wrong link.

e The advantage is that the user in SEB’s platform could use the “money planner” function

from his mobile.

e The disadvantage is that most of the IBS s accesses through a mobile had a short timeout

period of maximum 10 minutes without a warning.
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10.5 iPhone Safari compatibility results

Lithuanian banks

iPhone functionality in Lithuanian banks
AVERAGE ) 60%
Finasta I 25%
Handelsbanken I 50%
Medicinos bankas 50%
Danske bankas 50%
Siauliu bankas r I 50%
Citadele I 50%
DNB Nord I 50%
Nordea I 75%
Ukio bankas I 75%
Swedbank 00%
SEB 00%
0:% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results

Detailed testing results

Criteria

Medicinos bankas
Siauliu bankas
Ukio bankas

Swedbank
Handelsbanken
DNB Nord

SEB

Finasta
Citadele
Danske bankas
Nordea

Functionality
Posibility to login to IBS using iPhone Safari

+
+
=
+
=
+
=
+
=
+
=

Posibility to make a local transfer from IBS using iPhone Safari + |+ ]+ ]+ + |+ [+ |+ [+
Special IBS website for mobile browsing iPhone Safari Eo I L A S I A B R I
Native e-banking application for iPhone FUN I A [ R I S I e s
Commentary
e All banks IBS were accessible via iPhone Safari.
e  Only Finasta was struggling by making a local money transfer.
e  Only 3 bankas have native applications for iPhone:
Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

149



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

SEB Swedbank Ukio bankas

. 3G 15:54 ESMN Carrier = 12:59 PM Y il Omnitel = 09:33 © 74% 2

i B () oxio Bankas @

Sveiki atvyke!

Atpazinimo kodas:

&)
& &5

| | Apzvalga Mokejimai Valiutos
) konvertavimas

-

Registruotis | g‘
°y

Artimiausi

Kontaktai
Dar nesinaudojate banko paslaugomis?

Kvieciame uZsukti | bet kurj SEB banko
skyriy sudaryti sutarties. Jums bus Visi

SutEIiﬂUS priemones, biitinos jungiantis bankomatai ir skyriai
prie Sios svetaines,

o Valiuty kursai
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Latvian banks

80%

iPhone functionality in Latvian banks
AVERAGE | 54%
Danske Banka | 50%
SMPBank | 50%
Svenska Handelsbanken | 50%
Hipoteku un zemes banka | 50%
DnB NORD Banka | 50%
Latvijas Pasta Banka | 50%
TRASTA Komercbanka | 50%
RegionalaInvestidju Banka | 50%
Banka Citadele | 50%
GE Money Bank | 50%
SEB Banka | 50%
Eesti Krediidipank | 50%
NORVIK BANKA 50%
Privatbank | 50%
Nordea 75%
0% 10% 50% 60% 70%

90% 100%

Detailed testing results

Higher figures represent better results

]
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vl ISR B o Kol B el I = B Il ol I = S
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Functionality
Posibility to login to IBS using iPhone Safari + | + e+l + ]+ +]+]+ + |+ + ]+
Posibility to make a local transfer from IBS using iPhone Safari U IV Y I N T R TR VR VI (VR R R N T
Special IBS website for mobile browsing iPhone Safari + + + -
Native ebanking application for iPhone + -

Commentary

e The majority of Latvian IBSs are accessible using the Safari

browser in iPhone, only Regionala

Investiciju Banka failed in this criterion.

e All of the banks had a possibility to make a local transfer using an iPhone.

e Only Swedbank has native iPhone application:

i il

&) o

ot
5e T Y =S
Kopsavilkums Maksajumi Valiitu kursi
a
W TR
Kentakti Uzstadijumi
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e A good example is Swedbank’s separate page called “Mobile applications” on Swedbank's
IBS (page is also accessible with no logging in to the IBS system) where the features of
application are described:

“ -
AR

€5

Kopsavilkums Makssjumi Valatu kurst
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Estonian banks

iPhone functionality in Estonian banks
AVERAGE ) 63%
TBB l 50%
Citadele I 50%
LHV I 50%
Handelsbanken I 50%
Marfin Bank I 50%
Sampo Pank I 50%
Krediidipank I 50%
Nordea I 75%
Swedbank 00%
SEB 00%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

Criteria 5
x| | ¢ A:é
<5155 5
- el IR ICCH © K%
213[2lsle ) ]
21e|8|5 (5] |5|2 (8]
20 K B Bl = vl e = O =
Functionality
Posibility to login to IBS using iPhone Safari + |+ |+ e+l ++]+
Posibility to make a local transfer from IBS using iPhone Safari +l+ ]+l ++++]+ +
Special I1BS website for mobile browsing iPhone Safari + ++ |+ -
Native e-banking application for iPhone + + |+ -

Commentary

e  The best performers are Swedbank, Nordea and SEB fulfilling all 4 criterions in subcategory.
o All of the banks have a possibility to make a local transfer.

e 3 banks out of 10 have a native iPhone application: Swedbank, Nordea and SEB.
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10.6 Android compatibility results

Lithuanian banks

Android functionality in Lithuanian banks
AVERAGE I 60%
Finasta I 25%
Handelsbanken I 50%
Medicinos bankas I 50%
Danske bankas I 50%
Siauliu bankas I 50%
Citadele I 50%
DNB Nord I 50%
Nordea I 75%
Ukio bankas r I 75%
Swedbank 00%
SEB 00%
0:% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results
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Functionality
Posibility to make a local transfer from IBS using Android Chrome + ]+ + [+ +] -+ +]+]+]+
Special IBS website for mobile browsing Android Chrome FUN I O U ) [ I B R
Native e-banking application for Android EU I D R B R D N e

Commentary

e Swedbank and SEB are the leaders in this subcategory by fulfilling 100% of criterions.
e All banks IBS were accessible via Androids web browser.

e  Finasta fulfilled only 1 criterion and is the worst performing bank. Once the client had logged
in into the IBS, a "Please Wait” message appeared for both Android’s Chrome and iPhone's
Safari. The navigation panel did not appear and nothing was clickable except for “Vertybiniai
popieriai” link.

e  Swedbank, SEB and Ukio bankas have native Android applications.
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Latvian banks

Android functionality in Latvian banks
AVERAGE | 50%
SMPBank || 0%
Danske Banka | 50%
Svenska Handelsbanken | 50%
Hipoteku un zemes banka | 50%
DnB NORD Banka | 50%
Latvijas Pasta Banka | 50%
TRASTA Komercbhanka | 50%
Regionala Investiciju Banka | 50%
Banka Citadele | 50%
GE Money Bank | 50%
SEB Banka | 50%
Eesti Krediidipank | 50%
NORVIK BANKA | 50%
Privatbank 50%
Nordea 50%
e
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
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Functionality
Posibility to login to IBS using Android Chrome +| + ++ s+ +]+]+ U I R
Posibility to make a local transfer from IBS using Android Chrome RO R S N R B S I A R R A AN B R
Special IBS website for mobile browsing Android Chrome + +
Native ebanking application for Android +

Commentary

Swedbank is the clear leader fulfilling all the tested criterions.

15 banks out of 16 had a possibility to make a local transfer.

SMP didn't fill any criterion in this subcategory. When trying to access SMP's IBS using
Android’s web browser, Android gave out a warning message: ‘Data connectivity problem. A
secure connection could not be established.” When pressing ‘OK’ on the warning message, a

‘Web page not available’ page appeared.

Swedbank only has a native Android application.
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Estonian banks

Android functionality in Estonian banks
AVERAGE ] 63%
TBB | 50%
Citadele I 50%
LHV I 50%
Handelsbanken I 50%
Marfin Bank I 50%
Sampo Pank I 50%
Krediidipank | 50%
Nordea I 75%
Swedbank 00%
SEB 00%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results
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Functionality
Posibility to login to IBS using Android Chrome ++ |+ e+ 4]+
Posibility to make a local transfer from IBS using Android Chrome + |+ ]+ |+ + ]+l ++|+
Special IBS website for mobile browsing Android Chrome + I R
Native ebanking application for Android + = +| + ] -

Commentary

e SEB and Swedbank are the leaders and completely fulfill the subcategory.

e  Swedbank, Nordea and SEB have native Android applications.

e Only Nodea were using WAP-based page and had trouble using IBS by making local money

transfer.

e LHV s system uses only ID-card identification or a pin-generator to allow money transfers and
if the user doesn "t have a pin-generator and has not established mobile-ID, then he can not

make any transfers in the IBS.
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11. Clarity

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

Clarity test aims to assess how easy it is for the new users of the bank public website
and IBS to find the needed information and how overall website design complies with
usability standards.

Structure

The criteria used in the clarity test are into two groups. One set is used for evaluation
of public site, another for IBS. We were seeking to define binary criteria whenever
possible so that yes/no or true/false evaluations could be assigned.

An example:

Category: Clarity

Subcategory: Page layout

Criteria: Appropriate text line lengths (~75 characters)
Evaluation: Yes

Clarity subcategories

In the public website
In the Internet Banking System

Homepage Banking operations
Page layout Page layout
Navigation Navigation

Text readability Text readability

Testing process

The criteria in each subcategory were derived from U.S. Department of Health &
Human Services guidelines and Metasite Business Solutions expert knowledge. The
goal was to create a set of criteria which would allow objective and comparable results
while evaluating such subjective topic as clarity. All selected criteria have been
extensively tested and proven to be relevant in making overall user experience better
in terms of clarity and usability.

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 an average
of all public website and Internet Banking System’s subcategories indexes.
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11.1 Overall clarity test results

Lithuanian banks

Overall clarity ranking in Lithuanian banks
AVERAGE 70%
Handelsbanken 62%
DnB NORD 65%
Swedbank 69%
FINASTA 71%
Nordea 1%
SEB Bankas 72%
Siauliu Bankas 72%
Ukio Bankas 72%
Danske Bankas 73%
CITADELE Bankas 73%
Medicinos Bankas 73%
0% 10% 20% 30% 40% 50% 60% 70% 80l% 90I% 10(I)%

Higher figures represent better results
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Latvian banks

Overall clarity ranking in Latvian banks

AVERAGE | 63%
Latvijas Pasta.. 52%

GE Money Bank 54%

PrivatBank 54%
Regionala.. l56%
Svenska.. E?%
TRASTA.. | 59%
Danske Banka I_SO%
Eesti Krediidipank 61%
SMP Bank 64%

Latvijas Hipoteku.. 65%

Nordea

DnB NORD Banka
SEB

NORVIK

Banka Citadele
Swedbank

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

Higher figures represent better results
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Estonian banks

Overall clarity ranking in Estonian banks

AVERAGE

Handelbanken

Tallinna Aripank 59%

Marfin Bank 60%

Swedbank 65%

Krediidipank 67%

Nordea 69%

Citadele
LHV

Sampo Pank

71%

72%

80%

SEB

0% 10% 20% 30% 40% 50% 60% 70%

84%

90% 100%

Higher figures represent better results
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11.2 Public website clarity

Lithuanian banks

Public website clarity results for Lithuanian banks

AVERAGE

Handelsbanken

Swedbank 68%

SEB Bankas 70%

FINASTA 1%

DnB NORD 7%

Siauliu Bankas 80%

CITADELE Bankas 87%

Medicinos Bankas 87%

Danske Bankas 87%
Ukio Bankas 93%
Nordea 100%

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

Higher figures represent better results
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Detailed testing results
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Homepage
Possibility to access homepage from any page on the site o - + +
All major options are visible on the homepage +| -1+ -
Limited amount of text in text blocks on the homepage 5 + e+ + ]+ |+ +
Page layout
Important items at top center + -+l +] -]+ ]+ A1+
No mistakes in item alignment + ]+l ++l+]+]1+]++]+1]+
Moderate white space + -+ +l+]+1+ + 1+ +
Appropriate text line lengths (~75 characters) B Y Y e e
No horizontal scrolling bar on standard resolution (1024x768) + ]+ -+ ++ ]+ -+ +
Navigation
Navigation elements are differentiated (different menu levels look different) +l+ ]+ ]+ ] +|+]+
Primary navigation menus in the left panel + + |+ 1+ -]+ +1 +
Active menu item is highlighted + |+ + ]+ ]+ S+
No links lead to a currently opened page Nl
Text links change (highlight, underline etc.) on mouse over + |+ + )+ e+ + ] +]+
Image links appear clickable (on mouse over hand icon appears) + + ]+ + |+ ]+ +] -]+
Links look different depending on what they do (new window, download file etc.) B RS A B S R
Link names match with their destination page’s heading + + 1+ ]+ + |+ +]+]+
Breadcrumb navigation SO I T I e I T I A N
Site Maps (show at least two levels of navigation) + -+ - E ]+
Text readability
Important data is highlighted + + ]+ -+ -+ ]+
High contrast between text and backgrounds N I T e
Bold text used sparingly + [ +T+T+T<1+1T=1+1+
Descriptive row and column headings + + [+ + ]+ +]+]+
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Latvian banks

Public website clarity results for Latvian banks

AVERAGE 65%
Eesti Krediidipank 43%

PrivatBank | a7%
Svenska Handelsbanken I 48%
Latvijas Pasta Banka L52%

Regionala Investiciju.. 54%

GE Money Bank 59%

TRASTA komercbanka 59%
DnB NORD Banka | 61%
Nordea 72%

SEB 72%

Danske Banka Iﬁ%
SMPBank | 779
Swedbank | 79%

Latvijas Hipoteku un.. 82%

Banka Citadele 85%
NORVIK 90%

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

Higher figures represent better results
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Detailed testing results
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Estonian banks

Public website clarity results for Estonian banks
AVERAGE 73%
Handelbanken
Marfin Bank
Swedbank 70%
LHV 73%
Tallinna Aripank 73%
Nordea 75%
Krediidipank 7%
Sampo Pank 78%
Citadele 85%
SEB 87%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

165



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Detailed testing results

- - vl
Criteria ol E) §
THE 1Nk
© = e 9| g
STHERERENEE
AHEEEEEEEE
AN MR AR
Homepage
Possibility to access homepage from any page on the site + | - - - +] -+ |+
All major options are visible on the homepage -]+ S IO R I S
Limited amount of text in text blocks on the homepage + |+t ]+ ]+ -+]+
Page layout
Important items at top center + -1+l +1+1-1-1-1+1+
No mistakes in item alignment + |+ |+ |+ ]+ ]+ ]+
Moderate white space + 1+ - - -1+]-01+]+]-
Appropriate text line lengths (~75 characters) N I S IR R I S R
No horizontal scrolling bar on standard resolution (1024x768) + | + + + 1+ +
Navigation
Navigation elements are differentiated (different menu levels look different) i R BN K Rl R A
Primary navigation menus in the left panel £ T I B 2 B I I O
Active menu item is highlighted +l+ )+ -1+ -]+
No links lead to a currently opened page el
Text links change (highlight, underline etc.) on mouse over B e e
Image links appear clickable (on mouse over hand icon appears) R
Links look different depending on what they do (new window, download file etc.) R +
Link names match with their destination page’s heading £ T T I T R R B T [
Breadcrumb navigation + | + + | +
Site Maps (show at least two levels of navigation) EEEEREEEEEEEEE
Text readability
Important data is highlighted +l+ ]+ ]+ +]+]+]-
High contrast between text and backgrounds + |+ -+ ]+ ]+ ]+
Bold text used sparingly +l+l+l+1+]+1+1+01+]+
Descriptive row and column headings + |+t |+ ]+ -]+ ]+
Descriptive page titles S+ 1+ -T+1+1-1T+1-1+
Familiar fonts T+ T+ +T+T+T+0T+1T+1+

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

166



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

1.3

Internet banking system clarity results

Lithuanian banks

AVERAGE

Nordea

Internet banking system clarity results in Lithuanian banks

43%

Ukio Bankas

61%

52%

DnB NORD

53%

Danske Bankas

58%

CITADELE Bankas

59%

Medicinos Bankas

59%

Siauliu Bankas

64%

Handelsbanken

67%

FINASTA

Swedbank

SEB Bankas

0%

10% 20% 30% 40%

50%

70%

70%

74%

60%

70%

80% 90% 100%

Higher figures represent better results
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Detailed testing results

3 8
Criteria S = 2|2l
MHEARAEREREE
HEHEHEREEREHE
HEREHEEEHEHE-
slslslBle|Z2|lE|ls|la|=]| o
(3 el =W Rvoll 0 el KO el vl T I
Banking Operations
Number of steps needed to complete operation clearly visible -] - - - - -+
Radio buttons are used for selecting one out of two choices + |+ B R
Check Boxes are used for multiple selections + |+ + + |+ +|+]+]+]+
Example values are displayed in form fields - B I R I ) B
Cursor is placed in the first data entry field - FON IR D T i RN R N
Fields with incorrectly entered values are highlighted SR
Page layout
Items on a page are aligned + |+ -+ + ]+ + |+ -
Moderate white space PO T A D R | +1 -
Appropriate text line lengths (~75 characters) I R R I R R D R B (S
No horizontal scrolling bar on standart resolution (1024x768) |+ + ]+ + ]+ -
Navigation
Navigation elements are differentiated (different menu levels look different) +l ]+ ]+ + |+ +
Primary navigation menus in the left panel + - -+ +| -1 -
Active menu item is highlighted + ]+ - -+ + ]+
No links lead to currently opened page S0 N [ I I B ) N ) R
Text links change (highlight, underline etc.) on mouse over Eo I R A R T R A N T
Image links appear clickable (on mouse over hand icon appears) + |+ + ]+ -]+ *
Links look different depending on what they do (new window, download file etc.) S I T N T BT B N B I
Link names match with their destination page’s heading + -+l v+ ] -]+
Breadcrumb navigation - T-T-T-1T-1T-1T-1T-
Text readability
Important data is highlighted Eo I T I 0 S T [ R R
High contrast between text and backgrounds - - - +1 - + -
Bold text used sparingly +1 - + 1+ ]+ s+ +
Descriptive row and column headings + | + + 1+ + ]+ + |+ +
Descriptive page titles E' I I I ) I R I R B
Familiar fonts s+l +l+l+1+l+1+]+1]+
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Latvian banks

Internet banking system clarity results in Latvian banks

AVERAGE J61%
Danske Banka I 47%
Latvijas Hipoteku un.. I 47%
GE Money Bank I 50%
Latvijas Pasta Banka I 51%
SMP Bank I 52%
Nordea I 58%
TRASTA komercbanka I 58%
Regionala Investiciju.. I 58%
PrivatBank I 61%
NORVIK I 62%
Svenska.. I 65%
SEB I 67%
BankaCitadele I 68%
DnB NORD Banka |69%
Eesti Krediidipank 79%
Swedbank 83%

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

Higher figures represent better results
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Detailed testing results

o
e}
8 4]
c £
] 5 9]
o (g N|s
26 S|s|s
< 212 slels o
Criteria c 518 |o 2128 S|
Slo < @
ol|l8|Z2]|C|w = © 2|
=lE]5|o olE|S 5| @
[a ) 3 N B 212|8 <l |5 >
claje|Lf=lZ|T 2|8 clc|3| 2
OlelCle|Ol&lulc] 22| |81 2] <
Z|lZlIS|f|clelelelelS|o|lB]l21¥]|8
v |.Q ~ Slulz|lz| | ®B1T| ==
mlels]|a|Slcleslzl<]| 2 SlSlel|l®
Glels|lc|Slsls]|Rlz|R|IS| S|l 8|w
nlojlojlc|la|lol|lolElol =21l Z2la)ln|lw| O
Banking Operations
Number of steps needed to complete operation clearly visible - |- - -] - -+ -] -
Radio buttons are used for selecting one out of two choices B N B N IR R I | - + 1+ +
Check Boxes are used for multiple selections |-+ Ea N I B I B R +
Example values are displayed in form fields -l -1 -] - Bl e R T T
Cursor is placed in the first data entry field +| -1 -1 - + | + - I R R e
Fields with incorrectly entered values are highlighted R e
Page layout
Items on a page are aligned E2 IET T BT R BT I BT O B R B BT T R S
Moderate white space + |+t +]+ B 0 I + |+ |+ ]+
Appropriate text line lengths (~75 characters) Eo I R R S I I S DT R (R A [ R
No horizontal scrolling bar on standart resolution (1024x768) + |+ -+ -]+ ]+
Navigation
Navigation elements are differentiated (different menu levels look different) + |+ s+ -+ ]+ ]+ ]+ + |+ | +
Primary navigation menus in the left panel TS T A I RS + + | + + +
Active menu item is highlighted B R R Y B B S B S R e Y
No links lead to currently opened page -+ ] - = = -1 -] - - -
Text links change (highlight, underline etc.) on mouse over E2 T I BT B BT I BT I I B R R BT R S
Image links appear clickable (on mouse over hand icon appears) i B Y B B B B B B B RSl R Y
Links look different depending on what they do (new window, download file etc.) - -1 -] - B R T T T [
Link names match with their destination page’s heading 2 ES EE ES EE E ES w0+ - -+ -] -
Breadcrumb navigation S|+ - - B S R N
Text readability
Important data is highlighted + |+ - + |+ -+ +] -1+ “l+ 1+ -
High contrast between text and backgrounds S IR IR B RS I I [ + |+ - |+ R
Bold text used sparingl +l+ ]+l + ]+ -1+ -+ + -+ -
Descriptive row and column headings Eo I I B IS IS S NS AT BT O I R T RO
Descriptive page titles AR e -
Familiar fonts - -1 -0T=-T=1 -1T+1=+1=1-
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Estonian banks

AVERAGE 62%
Tallinna Aripank

Handelbanken

Krediidipank | 56%
Citadele | 58%
Swedbank | 59%
Marfin Bank I_GO%

Nordea

LHV

Sampo Pank
SEB

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

Internet banking system clarity results in Estonian banks

100%

Higher figures represent better results

Baltic E-Banking Report 2011. Copyright © 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.

171

metasite



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Detailed testing results

Criteria c rx%
NHEHER IBRE
glslslcle] (2] [B]:
g g_ —ds) % —g om _g > E £
A MR AR =
Banking Operations
Number of steps needed to complete operation clearly visible I e B S I e
Radio buttons are used for selecting one out of two choices EO IR (R N I I I I e
Check Boxes are used for multiple selections + + | + + |+ )+ +] -
Example values are displayed in form fields [ I I D S I I R
Cursor is placed in the first data entry field E IS (0 (R ) B T R R
Fields with incorrectly entered values are highlighted IR T [ ) I R R ) e
Page layout
Items on a page are aligned + |+ s+ ]+ ]+
Moderate white space +1 - |+ + + 1+ -
Appropriate text line lengths (~75 characters) SN R R R R B R R I
No horizontal scrolling bar on standart resolution (1024x768) R R N A R
Navigation
Navigation elements are differentiated (different menu levels look different) + |+ |+ |+ F ]+
Primary navigation menus in the left panel + | + - +] -] -
Active menu item is highlighted S I R + -0 -+ +
No links lead to currently opened page E I e I e I I e e
Text links change (highlight, underline etc.) on mouse over E IS R I e T B RO e
Image links appear clickable (on mouse over hand icon appears) SO B R BT A B R BT A
Links look different depending on what they do (new window, download file etc.) B R e
Link names match with their destination page’s heading MR R
Breadcrumb navigation SO U R B R T e
Text readability
Important data is highlighted + |+ ] -+ ]+ -+ +] -
High contrast between text and backgrounds + |+ -+ + ]+ ]+ +]+
Bold text used sparingly + ]+ |+ ]+ + 1+ ]+
Descriptive row and column headings + ]+ |+ ]+ + 1+ ]+
Descriptive page titles FO I R I R RS R [ e
Familiar fonts +l+ sl +l+l+1+1+1+]+
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1.4

Individual test results for Lithuanian banks

Swedbank - 69%

Public website — 68%

Swedbank
Text readability 83%
Navigation 80%
Page layout | 75%
Homepage | 33%
0% 1C;% 26% 30I% 4C;% 50'% GC;% 7(;% 80'% 9(;% 10(I)%

Positi

Higher figures represent better results

The customer is given clear category lists with explicit explanations everywhere.

The navigation system clearly shows where the customer is at the moment, although deeper

level browsing results in similar colors used for item differentiation.

Negative user notes

The news field is divided into two columns that contain a lot of information — that usually

makes the messages really long and hard to read.

[ ]
around 75.

Some lines go over 140 characters with the average of 90 while the average should be

cas Swedbank™ - Windows Internet Explorer

dbank.kfit/pages/privatiems

1000 Lt. Pladiay

Naujienos

..Swedbank” vyriausiasis
ekonomistas Nerijus Maéiulis:
mazmeninés prekybos ir visos
ekonomikos augimas toliau spartés

2011-07-27
Rytoj (kepos 28 d.) Statistikos departamentas
skelbia Sl mety antrojo ketviréio BVP
duomenis. Tikétina, kad mefinis ekonomikos
augimas [sibégejo ir virijo 7 procentus
Neivykus dideliy neramumy pasaulinése
finansy rinkose, kurie pabloginty pasaulio
ekonomikos augime parspektyvas ir Lietuvos
eksporto galimybes, trediaji §iy mety ketvirtj
Lietuvos ekonomikos augimas dar paspartes
Tam teigiamos itakos turés ir Europos
krepsinio Gempionatas, geréjantys gyventojy
likesdiai ir augantis vartojimas. Fla

2011-07-21 _Swedbank” Lietuvoje 2011 m

pirmoio pusme#io rezultatal- skt

Kredito kortelés aptarnavimo mokestis dings, Jei per ménes| atsiskaitysite ja uz

.Swedbank" jsteigé ne gyvybés
draudimo bendrovés filiala Lietuvoje

2011-07-26
Registry centre jregistructas ne gyvybés
draudimo bendroves Swedbank P&C
Insurance AS Lietuvos filialas, Kuris nuo spalio
1 dienos pradés teikii transporio priemoniy ir
turto draudimo paslaugas. Ateityje planuojama
pasilyti kientams ir ity ne gyvybés draudimo
paslaugy. Plaiay

namas tvarus

2011-07-20 Nauiasis Swedb
2011-07-19 _Swedbank” didina af

sirinkt, kur investuot

kéiimo kortelémis internete sauguma

Versio kiientams

Prisijungti »
S —

Prisijungti »

Daugiau informacijos

AB. mokeimo
eikimo salvgos nuo
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Internet banking system — 70%

Swedbank
Text readability 83%
Navigation 88%
Page layout 75%
Banking Operations | 33%
0% 10I% 20I% 30I% 40I% 50I% 60I% 70I% 80I% QOI% 106%

Positive user notes

Higher figures represent better results

functions that no other bank had — the

e The Swedbank IBS platform contained two
breadcrumbs and the search function.
e The choice of languages is immediately present in the IBS — foreign users don’t have to

blindly browse around for it in the settings folde

Negative user notes

The local payment form did not highlight the
there are some on the top of the page.

11131 - Y HILUWS SIRETIIES CRPIOTET

r

The number of steps for transactions procedures is not shown.

errors the client had made; it only said that

... | @ swedsark - vitiisimokaima % ||
Swedbank e
ENG

Privatiems klientams RUS

T vetinial mokejimai

SASKAITOS INFORMACLIA

Spausdinti [

£2] 8 swedvank ré

Kestutis Tyla | Nustatymai [0

7 X

Apivaiga

Saskaitos idradas
Valstybiné mokeséiy inspekeija nuo 2011 m. birkelio 1 d. keidia jmoky kody sarada, 1#samiau

Saskaitos likutis

Paiyma deklaravimui
Saskaita

Dokumento Nr. [ Data [2011-07-29

Mokgjimo risis ® paprastas © Skubus

MOKEJIMAI

Vietiniai mokéjimai [

Tarptautinial mokéjimal

feinantys tarptautiniai mokéjimai :
T : Gavéjo pavadinimas [asd

Gavéjo saskaita
Gavéjokodas [asal
Kiiento kodas gavéjo | —
intormacindie siiemoge
N T S— |

Mokiéjimu ruosiniai
Istorija

Tiesioginis debetas
Periodiniai mokéjima
E. saskaitos

Atsiskaitymo knygelé

Mokéjimo paskirtis [as

Imokes kodas [as

aveia arba strukilnizuota mokeiimo pa

Imokos ir mokeséiai

Valiutos konvertavimas

Huro

KORTELES

Mokéjimo Kortelés

Debeto kortelés paraidka
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DnB Nord - 65%

Public website — 77%

DnB NORD

Text readability

Navigation 90%

Page layout 67%

Homepage | 67%

'

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

Higher figures represent better results

Positive user notes

e The readability of the text is good — there is very little bold or any other type of emphasis, but
all the main points are clearly marked.

Negative user notes

e There are several locations where the text length exceeds 110 characters, this wasn't fixed
from the last year.

e Most of the blue background areas failed to pass the contrast test.

Internet banking system — 53%

DnB NORD
Text readability 67%
Navigation 63%
Page layout 50%
Banking Operations l 33%
0% 1(I)°/o 26% 3(;% 46% 50I% 6(;% 70I% SOI% 90I% 10(I)%

Higher figures represent better results

Positive user notes

e Al downloadable files are clearly marked and grouped — other banks often had links to them
posted all over the page.

Negative user notes

e Usually active link names in IBS are not clickable so that the customer wouldn’t accidently
reload the page he is currently in, but this may confuse the customer.
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Citadele Bankas — 73%

Public website — 87%

CITADELE Bankas

Text readability 67%
Navigation 80%
Page layout I 100%
Homepage ] 100%

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

Higher figures represent better results

Positive user notes
e The client can reach the homepage from any page.

e All major options are accessible from the home page, there are no faults with text length,
resolution changes or item alignment.

Negative user notes

o Different level items in the primary PWS navigation panel do not differ very much, thus the
customer might spend additional time looking for the location he is currently in.

£ AB "Citadele” bankas - Biisto kreditas - Windows Internet Explorer B T |
ndl = | = http:ffvn.citadele. It privatiemsikreditai/busto pj 43| Ll 5 fe3

&

= AB 'Cadele" bankas - Bdsto.,, X

INTERNATIONAL SITES TINKLALAPID 2EMELAPI ENGLISH | ND-PYCCKH

C

Privatiems klientams Verslo klientams Apie bankg Karjera
tadele P q Karj

Frad3ia / Privafiems Kientams / Kreditai / Bisto kreditas.
LW oOficialus Anerican
= Express® korteliy

o Eleidéjas Lietuvole Basto kreditas |kainiai

Citadele interneto bankas

‘ Bisto kreditai

12 paprasty Zingsniy bisto kreditui gauti...
‘ il b g Kiti jkainiai

Kas gali gauti bisto kreditg? =

Skai¢iuoklés

Visi 18 metu sulauke asmenys, kurie nuolat ar laikinai gyvena Lietuwoje ir gauna ) L §

. pakankamas pastovias pajamas Orientacinés bisto kredito
imokos skaiciuokle

Kokiai paskiriai teikiami bisto kreditai? Maksimalios bisto kredito

Indéliai sumos skaiCiuokle

Mokejime korleles

Kreditai

= Vieninteliam gyvenamajam bistui jsigyti;
= Vieninteliam gyvenamajam bistui remontuoti;

Biisto kreditas Formos ir dokumentai

Kokia valiuta teikiami basto kreditai? _
Bisto kredilo schema Paraigka kreditui gauti

Weiklos kreditas = Bisto kreditai teikiami litais, eurais

Vartojmo kreditas = Minimali basto kredito suma — 10 000 lity arba ekvivalentas eurais.

Investavimo paslaug Verta zinoti
- Kokiam terminui teikiami bisto kreditai?

Prekyba valiutomis 12 Zingsniy basto kreditui

" " o ) . X ti
Beidroniné bankininkyste = Minimali basto kredito trukme — 1 metai - L
Individualiy seify nuoma = Maksimali bista kredito trukme — iki 35 mety, priklausomai nuo perkamo ir [keitiamo Bankopgkl\no]amojotuﬂo
bisto. partneriai
Bankui priimtinos turto
Kokio dydiio bisto kreditg galite gauti? vertinimo bendrovés
Bankui priimtinos turto =
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Internet banking system — 59%

CITADELE Bankas
Text readability 67%
Navigation 63%
Page layout | 75%
Banking Operations 33%
0% 10'% 2(1;% 3(;% 4(1;% 56% 60I% 70'% 80'% 90'% 10(l)%

Positive user notes

e All the important items are at the top left, the alignment are complete

e Texts are short and always give a clue on what it is and where you are
Negative user notes

e No example values are shown in the data input fields.

e The IBS page titles and headings do not match.

Higher figures represent better results
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SEB bankas — 72%

Public website — 70%

SEB bankas
Text readability 67%
Navigation 70%
Page layout 75%
Homepage I 67%
0% 10I% 20'% 30I% 40l% 50'% GOI% 70'% 80I% 9(.';% 10(IJ%

Positive user notes

item alignment, no gaps of white space.

90 characters per line).

Negative user notes

Higher figures represent better results

Bank managed to fulfill almost all PWS page layout category criteria: there are no mistakes in

SEB was also one of the two banks that managed to fulfill the text length criteria (not more than

Almost all green-background areas failed the colour contrast test.

Even on standard 1024x768 resolution some of the PWS pages need horizontal scrolling (mostly

graphs). This makes the customer spend additional effort browsing the page and can really

annoy him:

2 SEB LT - Windows Internet Explorer

Privatiems Kientams

o =
Investicinia fonda
* Akcijos ir finansai Kainos
+ Valiuty kursai

+ Fallkany normos @ Keidiami SEB banko grupés Lietuwje valdomy fondy pavadinimai

Gywhes draudimo investaimo
layptys

SEB pensija

SEB pensija plius

Pasirinkite data [2011 7] [lepos =] [26 =] [iRoswticd

Riiuoti fondus pagal fondy radj arba  # pagal valdyloja,
Papildomas kaupimas pensijai

+ Vertybiniai popieriai
SEB ekspertai

+ ipie ekspertus ir jy leidinius

Kainos | Pemngumas | Retngai, rzkos rodidai | Mokeséiai | Terminal

Kasé Vatuta [IEETER T

+ Makroekonomikos prognozes ir

14,

0 Spavscint
Ivesticyy skaiiole
RN darbo dienos (FDF)
Fondy duomenys (s, csv)

leidiniai Akcijy fondai
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Internet banking system - 74%

SEB Bankas
Text readability 67%
Navigation 63%
Page layout | 100%
Banking Operations I 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positi
e SEB did very well in the banking operations category — if the local transfer form is filled in

incorrectly, specific messages near the input fields appear that explain what the problems are
and how to fix them.

e SEB bank was one of two banks that had distinct error highlighting in its IBS system — it
allowed clients to quickly correct all of their mistakes:

[T — Windows Internet Explorcr

L T ——— O] esesbankasiir) [ 47 %

s e s vty |10

0

lelB r—— [T — ]
Saskaitos [ Pervedianai Investicios i taupymas | Sulartys i praymai | Pranesimai €. draudimas |_ Kios pastaugos

m— Vietinio mokéjimo nurodymas.

@ Vot Ruskinal | Peroi pervedmas | Ssskay S ¢ spSvaiga || Syskany s

@ Tarptatnis

@ sepa

@ 1 sav0 saskaha Ve netrmas

@ Ickonie mokestin

=  Pasikrinkite, ar tesi
pasirikote saskaita,

A
Y
i ¥urioh s noraby pinigs.
S, chdng

Kt kodas gausio iformacineje sitemcie =
Horodyh prodimi moketo # guite qavéia

& Percans
B Operaciysaeadas

8 Turite pasidtymy?
»_Ragile mums

P—
Vastas i povaniievaiirae = F—
) e B
[S——
[r— = |
=
|
e  The number of steps for transactions procedures is not shown.
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Siauliu bankas — 72%

Public website — 80%

Siauliu Bankas

Text readability 67%
Navigation 80%
Page layout 75%
Homepage ] 100%

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

Higher figures represent better results

Positi

e Allitems can be accessed from the front page; the client can easily come back to the

homepage.

e The amount of information is calculated really well — the client does not feel overburdened

with text, but all the news’ topics with small descriptions are present.

Negative user notes

e  The Siauliu Bankas PWS failed to pass the contrast test due to two words on the homepage,

which were written in white and light brown.

e Some of the pages in the PWS had horizontal scrolling bars, but all the client could see once

he had moved the bar was white space on the right.

LT - SPECIALUS PASIOLYMAL - Kortelés studentams ir moksleiviams - - Windows Internet Explorer

| @ itpijuiem.shleitspecisius_pasidyma/lorteles_studentams_r_moksliviams?curi=0e25018d78c9364F/05595208ef 76419 REEES A & 1

@ Sy bankas - LT - SPECTAL... X |

@ SIAULIU BANKAS " SB e

+ Prisifunati

» Damonstracing ver

APIEBANKA | PRIVATIEMS KLIENTAMS = VERSLO KLIENTAMS ~ BANKO INVESTUOTOJAMS  INDELININKAMS = SPECIALUS PASIULYMAT | D.U.K

SPECIALUS PASIULYMAI SPECIALOS PASIOLYMAIL -+ Kortelés studentams ir moksleiviams

» Gallmybiy kreditas Kortelés studentams ir moksleiviams S

v i 2 . " "
Vykstangios akcijes PASIULYMAS STUDENTAMS IR MOKSLEIVIAMS DEL DEBETINES MOKEJIMO

+ Pasidlymai natjiems versio EUETELES SSAESIRO

feiana Siauliy bankas sidlo isigyti mokéfimo kortele Visa Electron arba Maestro, kuriai talkomos
+ Naujai jsteigtoms imonéms ypatingos salygos i jkainiai SVARBU PAMATYTI!
* Paslaugos senjorams
— s s
* Kortelés studentams ir (studentams ir moksleiviams)
moksleiviams i -
IPradinis nagas | kortelés saskait %) Ikainiai ir palGkanos
nebltinas —
5 skatiuokles
Klauskite »  Atsiliepimai » Pagrindinés ir/ar papildomos kortelés .
davimas nemokamai = 5
(&) paraiikos it pradymai
Metinis pagrindines ir/ar papildomos.
orteles aptarnavimas nemokamai ) Aptarnavime tinklas
[Finimatus likuts Korteles pratesimul @ Bakomety ks
[Grynuiu pinig iSemimas Siauliy banko &) Valiuty kursai
bankomatuose nemokamal W
=] Plamummxmms 5

(Bl -] Leadfia | Svelainés Femelais Paieska B
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Internet banking system — 64%

Siauliu Bankas

Text readability 83%

Navigation 63%

Page layout I 75%

Banking Operations | 33%

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

Higher figures represent better results
Positi
e Although the IBS system overall scored below average, it did get one of the highest scores

for text readability — very few IBS systems are designed in such a way that the text is easily
readable (high contrast between the text and the background is present).

Negative user notes

e A major error became apparent in the IBS system when the client mistyped some of the
information in the Payments in LTL form. Once the client pushed the “show"” button, nothing
happened. The client then tried to go to another section of the IBS, but a new page with an
"ok" button and no explanatory text appeared:

Mokéjimo nurodymas litais Pagalba

 SIAULIU BANKAS

e  Breadcrumb navigation is not present in the IBS.
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Ukio bankas - 72%

Public website — 93%

Ukio bankas
Text readability 100%
Navigation 70%
Page layout 100%
Homepage | 100%
0% 1 6% 26% 36% 46% 56% 66% 76% 86% 96% 1 06%

Higher figures represent better results
Positive user notes

e All necessary links are present on the homepage, there are no structure, text, highlighting or
resolution related faults.

e  The overall colour scheme of the page is really good — only a few distinct colours are used
that do not confuse the client with too many distractions.

Negative user notes

e  Even though most active items in the PWS are highlighted with small arrows, sometimes the
arrows tend to disappear.

e When the client puts the mouse pointer over any clickable item, the pointer transforms to a
hand. This, however, does not apply to some buttons, e.g. the search button.

Internet banking system — 52%

Ukio bankas

Text readability
Navigation

Page layout 75%

Banking Operations 17%

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

Higher figures represent better results
Positive user notes

e  (lear and visible left navigation panel in the IBS.

Negative user notes

e The local payment form did not highlight the errors the client had made, it only said so on
the top of the page.

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

182



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Danske bankas — 73%

Public website — 87%

Danske Bankas

Text readability 83%
Navigation 90%

Page layout 75%

Homepage | 100%

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

Higher figures represent better results
Positive user notes

e Very user friendly navigational system.

Negative user notes

e Text lines were exceedingly long (over 110 characters, sometimes more).

e PWS did not pass the contrast test.

Internet banking system — 58%

Danske Bankas

Text readability 50%
Navigation 75%
Page layout 75%
Banking Operations | 33%

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

Higher figures represent better results

Positive user notes

e  Almost every single section and subsection can be accessed through the homepage.

Negative user notes
e  Breadcrumb navigation is not present in the IBS even though it is in the PWS.

e No example values are shown in the data input fields. First time customers find the
transaction forms quite confusing and small guides such as light grey example values in the
input fields (that disappear once the field is clicked) would surely help.
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Nordea — 71%
Public website — 100%
Nordea
Text readability 100%
Navigation 100%
Page layout 100%
Homepage | 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positive user notes

o Nordea fulfilled absolutely all criteria in the PWS category.
Negative user notes

e Not the same font size used in various pages.

Internet banking system - 43%

Nordea
Text readability 50%
Navigation 63%
Page layout 25%
Banking Operations I 33%
0% 1 6% 26% 36% 46% 50'% 66% 70l% 80'% 90'% 1 O(I)%

Higher figures represent better results
Positi

e Nordea's had decent step of procedures for the local transfer form (although hardly visible).

Negative user notes

e  The local payment form did not highlight the errors the client had made, it only said that
there are some on the top of the page (the error message is circled).

e The IBS page titles and headings do not match.
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Medicinos bankas — 73%

Public website — 87%

Medicinos Bankas

Text readability 67%
Navigation 80%
Page layout 100%
Homepage | 100%

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

Higher figures represent better results
Positi

e Home' link on every page.

Negative user notes

e Even though bold is used to mark important files, it is rarely used to emphasize important
points in text or even sub-headings.

Internet banking system — 59%

Medicinos Bankas

Text readability 67%
Navigation 63%
Page layout 75%
Banking Operations | 33%

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

Higher figures represent better results
Positi

e Simple and practical IBS design.

Negative user notes

e Breadcrumb navigation is not present in the IBS.

e No example values are shown in the data input fields.
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Bankas FINASTA — 71%

Public website — 71%

Finasta

Text readability
Navigation

Page layout

83%
60%
75%

Homepage

| 67%

0% 10% 20%

30%

40%

50%

60% 70% 80% 90%

100%

Positi

e Link name and the page heading always match.

Negative user notes

Higher figures represent better results

e The file links and image links in the PWS look exactly the same.

Internet banking system — 70%

100%

FINASTA
Text readability 83%
Navigation 63%
Page layout
Banking Operations | 33%
0% 10-% 2(;% 30-% 40-% 56% GOI% 70I% 86% QOI% 106%

Positi

the IBS.

Negative user notes

e The IBS page titles and headings do not match.

Higher figures represent better results

e The number of steps for transactions procedures is not shown:

It was one of a couple of banks who had passed the contrast test and the text length test for
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€ efinastat AB bankas Finasta - Windows Internet Explorer
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Svenska Handelsbanken — 62%

Public website — 57%

Text readability
Navigation

Page layout

Handelsbanken

Homepage l
0%

10% 20% 30%

| 33%

40%

50%

60%

70%

75%

80% 90% 100%

Positive user notes

e  The PWS passed the contrast test.

Negative user notes

[ ]
Lithuanian.

Internet banking system — 67%

Higher figures represent better results

The “About Group” page of the site is in English even if the client has set the language to

Text readability
Navigation
Page layout

Banking Operations

Handelsbanken

100%

50%
50%
| 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Positi

e Highlighted errors and had small help sentences near them.

Negative user notes

e The IBS page titles, headings and link names do not match.

e  Breadcrumb navigation is not present in the IBS or the PWS.

Higher figures represent better results
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11.5 Individual test results for Latvian banks

DnB Nord banka — 65%

Public website - 61%

DnB NORD banka

Text readability 83%
Navigation 70%
Page layout 25%
Homepage |67%
0% 10I% 26% 3(;% 40I% 50I% 66% 70I% BOI% 96% 10(I)%

Positi

e Very clear navigation system and overall PWS design.

Negative user notes

Higher figures represent better results

e DnB NORD has a case of inconsistent text formatting, sometimes leaving blank space on the

right, and sometimes not:

@ DnBNORDE=nka

B DnBNORDEanka

SVEICINATI
PRIVATPERSONAM
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PUBLIKACLIAS

INORD i = iNORD i Krediti

smusn .

oy eyt

o . " vafadeibim un lcxpéjim,

PAR BANKU —

rer et tnmem

[Ty ot OnB HORD Barcs palde atenct To s saomist

v racan

o .

Iovssicisd

acern 00 NORD gk T

Koosspcodectbanias jrm Gy

ey e

L gz [mm——

nanssky [

e [————

et Dmudidivokdy iy

i CanyAcias Erudts

Hslusiznt oty
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Internet banking system - 69%

DnB NORD Banka
Text readability 67%
Navigation 78%
Page layout 100%
Banking Operations I 33%
0% 10I% 2(;% 30I% 40I% 56% GOI% 86% QOI% 106%

Positi

Higher figures represent better results

e DnB NORD's IBS is very customizable and has a very informative and functional overview
screen, displaying the most used operations, the accounts, with links to report for this day,
the previous day, the previous week and month, as well as the 3 latest payments and their

status.

e DnB NORD's IBS scored very high in the ‘IBS Clarity’ category.

Negative user notes

e There are a few cases where drop-down has been used instead of checkboxes.

e DnB NORD's IBS has 3 levels of menu content, the first two (considered the main ones) being
on the top of the page. This is quite untraditional — unlike the classic, left-sided menu:

nord.lv |

icints, KOSELEVS ALEKSANDRS! Josu paciis sesia: 22/07/2011 - 17:40:20,

Banka / kopsavikums / pérskats

Tps Datums Maksatsja konts

LV7RIKO000 1302056047

LAT | 19/07/2011 7

LIDIA PLYUTO 05095310653
LVISHABADS51015147407

Vaiita, summa Detalss

w 0.01 Konta papikdnasana,

Apstradati
s Dotums aksstsia ko e e, summa eteios
Tos Datu Vaks3tsja konts e vaidta, Detal
s LIDIA PLYUTO 05095310653
AT 220072018 By | WYSTRIKOD001302056047 LIDIA PLIUTO 0509531065 W oo
8 LIDIA PLYUTO 05085310653 R v
AT 19007018 By LVATRIKO0001302056047 W 0st Konta pepid

LVISHABADS51015147407

N

Taluris: 1880, (+371) 6717 1880
emasts: info@norcliv

Copyright © 2005 - 2011 D18 NORD

DB NORD
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Norvik banka - 76%

Public website — 90%

NORVIK
Text readability 100%
Navigation 60%
Page layout 100%
Homepage | 100%
0% 1 (I)% 26% 36% 4(;% 50I% 6(;% 70I% 86% 96% 1 O(IJ%

Higher figures represent better results
Positive user notes

e Norvik's homepage is created in a very logical way. It has access to all necessary functions
and to all main options right from homepage (easy to find links to private users, corporate
users, fees, contacts, currency rates and IBS).

Negative user notes

e Links which lead to a currently opened page.

e Links’ titles do not match with opened pages’ headings.

Internet banking system — 62%

NORVIK
Text readability 83%
Navigation 56%
Page layout 75%
Banking Operations ] 33%
0% 16% 26% 36% 46% 50'% 66% 70l% 80'% 90'% 106%

Higher figures represent better results
Positi t

e Check boxes for multiple selections, radio buttons for almost all situations where two choices
are possible. IBS also has example values for amount of money which to write while making
payments/transfers.

Negative user notes
e There is no breadcrumb navigation on the IBS.
e  Page titles are not descriptive since all they are the same for each IBS's page.

e There are text lines longer than 75 characters (99 characters):

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

191



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

o Favorites | i3 (@ Suggested Sites v ] Web Slice Gallery =
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Nordea — 65%
Public website — 72%
Nordea
Text readability 33%

Navigation 80%

Page layout } 75%

Homepage | 100%

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

Higher figures represent better results
Positi
e  Grouped navigation elements for each level.

e Nice and correctly created items alignment, moderate white space and no horizontal scrolling
bar

Negative user notes
e Links do not look different regarding their functions (to download files, links to new pages).

e  Bold fonts are used not always necessarily.

e Not all important data is highlighted (at least not on all pages).

Internet banking system — 58%

Nordea
Text readability 50%
Navigation 56%
Page layout I 75%
Banking Operations | 50%
0% 10I% 2(2;% 3(;% 4(2;% 56% 60I% 70I% 80I% QOI% 10(I)%

Higher figures represent better results
Positi

e  Clearly visible number of steps for multistep operations.

Negative user notes
e Despite the fact, that on public website Nordea bank offered a breadcrumb navigation, it is
not available on IBS.

e Incorrectly filled in forms are not highlighted (just error message shown):
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™ Norgea Bank Latvia
Nordea ™ Internetbanka
& Sakums | Korll | Maksiumi | Kartes | Uzrdiomi & imesioias | Aimdmumi 8 Liings | E-pakaipojumi | Pietelkumi

Taki zemes makssjum Tekizemes maksdjums

Maks3jums starp saviem kontiem

Valitas makssjums

SEPA maksdjums Sagniawet

Konti

Kontu parskati
Sapemeja konta numurs levadits neparelzi.
Makshjuma summa iwvadita nepareisi.

Maksajuma informacija

s WE
Maks 3ta)s:

Sa0amaju regustrs: Lzvalaties. 5]
Sapemeja sasinams:

Sapemés konts " FARGESST

sapemes: * Mesasas

Resistradias numurs | personas

kods:

Sapaméia rezidences valsts: Latvia =
Summa asd

vaiita =]

Lzpildes datums * a107.20m (ddamm.go00)
Maksjuma mérkis:

Maks3juma numurs

Aréja maks2kuma kods Lzveleties...

Saglabit sapémeju registra

S v Pagev Safery~ Tookr v

B s Palios | Saraiste | Uzstidtiumi | Drukst

B-@-

=] Artio maks3iumy kodi € 2

B toternst | Protacsd M On ae maon -
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Citadele banka — 77%

Public website — 85%

Banka Citadele
Text readability 67%
Navigation 100%
Page layout 75%
Homepage | 100%
0% 16% 26% 36% 46% 50I% 60I% 70I% 8(;% 9(;% 10(IJ%

Higher figures represent better results

Positive user notes

e Simple, clear and easy to navigate website design.

Negative user notes

o (Citadele’s PWS quite rarely highlights data using bold text in extensive paragraphs. This
makes them quite hard to read, and hard to grasp the main idea of the text.

Internet banking system — 68%

Banka Citadele
Text readability 67%
Navigation 56%
Page layout 100%
Banking Operations | 50%
0% 1(;% 2(;% 30I% 46% 5(;% GOI% 70I% 8(;% 9(;% 1O(I)%

Higher figures represent better results
Positive user notes

e Appropriate usage of checkboxes, the highlighting of fields with incorrect data entered in
them and familiar fonts used in the IBS:
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Citadele internetbanka LATVISKI N0-BYECKH IN ENGLISH niiozien @ zier @
KOSELEVS ALEKSANDRS Laiks paldkoties uz lietdm citadak
a =
5 atskates S =
£ Uzdot jautjumu operatoram Jaunais hipotekarais kredits
Pl i | saum | Roun | nesioss | orsonaima | feria | usuna | aamenr |
Pamatinforméciia | Sarakste ar operatoru | Darblbu saraksts | Zinolumu dglis | E-pakalpoiumi
Lietotajs: Aleksandrs KoSelevs PaZreizgjais Bankas datums un laiks: 01.08.11/ 01:49
Operatora talrunis: (+371) 6710 7575
Informacijas talrunis: (+371) 6701 0000
s
Paradit 08.07.11 Citadeles norékinu partneri
[ Konti bez makssjumu kartam I Kreditus
[ Konti ar makssjumu kartgm I bepozitus s,
= Slégtie konti Uzdot jautdjumu operatoram.
Konts Atlikums
0.0
Depoziti Summa
Atvért jaunu depozity
Operatorz talrunis: (+371) 6710 7575 @ AS "Citadele banka” 2010
|
Done [T @ meemet [ [®Ruee -

Negative user notes

e Citadele Banka's IBS does not feature a left or right sided menu, having only a top menu with

2 levels.

e Every line of text in the ‘Local transfer’ form is bold which makes the fields look like they're
all necessary to fill in:

Citadele internetbanka

KOSELEVS ALEKSANDRS

5] Atskattes
£ Uzdot jautsjumy operatoram
Parskals

Maksajumi

=

Maksajuma numurs:
Izpildes datums:

Maksatais
Maksajuma veids:
No konta:
Summa:

sagemejs

Sap@méja konts:
Sapaméja vards, uzvards/urgémuma nosaukums:

Sapémeja rezidences valsts:

Sapéméja personas kods/pases Nr./ uzpémuma reg.
nNr.:

Jauns maksdjums | Saraksts | Sabloni | Imports | Mleklgt

oaLinzion (@)

LATVISKI N0-PYCCKH IN ENBLISH

Apdroginasana Pensija

s
[31=] [T =] [2011 =

Standarta x|
[ =

[ LVL - Latvias lats v]

——

I
LV-LATVIA -

Ar&jo maksajumu kods: El =
Pamatojums: =
= -
[(a tem remaining) Downloading picture iadele. b fbBFa/b_imafl_bvi36.of... [T T T @ totemet [ - [®ae -~
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SEB banka — 69%

Public website - 72%

SEB

Text readability
Navigation

Page layout

67%
80%
75%

Homepage

| 67%

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

Higher figures represent better results

Positi
e SEB bank’s PWS manages to remain consistent, wherever you are. You always see the
navigation menu on the left, and the contacts and information panel on the right.

e SEB provides presents users with short and to-the-point paragraphs of information, not
requiring much time to read through, but providing the necessary information.

Negative user notes

e Too much unnecessary white space on the right:

Par SEB banku

+ Par SEB banku
SEB Grupa

=+ SEBGroup N RSS + Siemap @ Print = InEnglish = flo-pyccrn

Lieliem

+ ipasie piedavajumi
Kiientu

+ Tpasie piedavajumi
Uzmemeia

+ Finansesana
KredT

Saistiie uzngmumi DI kornplekis Lizings un fakdorings
Strukidra Krajkonts Esi afpazistams! Strukturétas finanses
vasure Labs varo lau! Coteas e Netwustaro pasumu
SEB sabiediba Kiienta kornplekti {esBcaiaml finanségana
EB apbah privatpersonam Piesakies
SEB s o iga: konsultaciait
= Personigas + Naudas parvaldiba
Yo i finanses Sadaromss i
stratégija s . Naudas parvaldiba

- Piedavajums parineru —
L pensijas piedavajumi Dokumentaras
s svosamiss Sanemianai Apaiss Tavam speracizs
Korespondentbankas Tava Stila karte — biznesam Verispapiistiresany
Darba iespéjas Tavastilal ES strukidrfondi Eurocard |

Jauniediem

+ Investoriem Private Banking + Pakalpojumi + finansu trg
Fifiansu infonmaia Kont Valdtas konvertacia
i + Pakalpojumi Norsiani Procentu likmju darfumi
Kontrole Kont Elektoniskie Akcias, obligaciss
Konsolidacias grupa Noraigni pakalpojumi
= = lake3jumu kartes + Darbinieku motivaciia
Aconan pakalpojurmi Kredti Apdrosinazana un

Waksgiumu kartes Lizings un pensizs
+ Medijiem Noguldjumi un faktorings
pr— investcjas Heguliur un + mvestcios
- Pensia invesficjas Ieguidiumifondos
Preses relizes B
e ensias
Ekspertu viedoKi apdrosinasana Valltas unnaudas & Korporativis finanses
Anaflskals umals 2 i
SEB Eksperts Kredi g SEB Enskiida
s Lizings Davbas
SEB Majokl cenu e Q apdrosnzsana
Al un naudss
etpstors i Korporatias
SEB Hajoku i Hiari
piccjamibas indekss ___ Cenadis fnan B

L [@eme

[a - [Rio - |

Internet banking system — 67%

SEB

Text readability
Navigation

Page layout 100%

17%

Banking Operations

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

Higher figures represent better results
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Positive user notes

e IBS navigation, structure and usability is very clear. First time users, who have used different
IBS's, will have little trouble figuring out how SEB’s IBS works.

Negative user notes

e At times, SEB's IBS, iBanka, used lists for multiple choice questions with two options, as for
example, the choice to wait for when money is available on the users account to proceed
with an international transfer. A radio button approach would be better, since users are used
to the idea of a radio button being a few option, one choice element:

= ReguTare maksaumT TEnETE ST T —
+ Automatiskie maksa]umi sapemajs
= Maksajumu vasture Sanemeia konts *

Sanéméja nosaukums, adrese*

= Kontu kepsavilkums

= lekézemes maks3jums

sanéméja banka
+ Bankas paraugi s
= Mani paraugi

Sanéméja bankas SWIFT keds
leguldfumu fondu

pirkganafpardodana Sanéméja bankas kods,
= Waintt atro izveini nosaukums un adrese *

Starpbankas SWIFT kods
Starpbankas kods,
nosaukums un adrese

Papidinformaciia
Argja maks&juma kods [ |Kodusaraksts

Waksajuma koda apraksts

Valsts kods [—=welistes-— =]
Kormisijas maksas sedz * [—<izvelieties - — 7]

Waks3juma prioritate * [Standana x|

Maks3juma markis

|

Gaiditnaudu *

[Nodzést | |Veidot paraugu| [ Talak

Ida maks ajumiem uz citu banku

e e - o~ [Riom -
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PrivatBank — 54%

Public website - 47%

PrivatBank

Text readability 83%

Navigation 80%

Page layout 25%
Homepage || 0%

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

Higher figures represent better results

Positive user notes

e Active menu item is highlighted and, more importantly, there are no links which lead to a
currently opened page.

e Links look differently depending on their functional purposes (to download files links are
supported by according file icons near them).

Negative user notes

e No “home” text link to the homepage.

e No major options straight from the homepage - no “Contacts” link right from the homepage.

Internet banking system — 61%

PrivatBank
Text readability 33%
Navigation 63%
Page layout 100%
Banking Operations I 50%
0% 1(I)% 26% 3(;% 46% 50I% 6(;% 70-% SOI% 90I% 10(I)%

Higher figures represent better results

Positi
e  PrivatBank provides it's users by breadcrumb navigation.

e Check boxes for multiple selections

Negative user notes

e Radio buttons are not offered in each case where just two options are possible
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TRASTA komercbanka— 59%

Public website — 59%

TRASTA komercbanka

Text readability
Navigation
Page layout

Homepage

50%
70%

1 50%

| 67%

0%

10% 20% 30% 40%

50% 60% 70% 80%

90% 100%

Positi

Higher figures represent better results

e Trasta Komercbanka has a very unique, rich style and feel to its PWS and IBS. This is
especially expressed in the golden colour scheme, which makes it stand out among all the

other banks.

Negative user notes

e Some pages have a horizontal scroll bar. While it is impossible to move it anywhere, even for

one pixel, it remains there, occupying space:

30. s
Intemetbaria Intemettanka
TRASTNET | -~/ CYPRUS

Ka atvart kontu?
Privatbapkieru serviss
Finanéu Concierge service
Norekini

Noguldjurmi

Maksgiumu kartes

Kredti

Nekustamo ipafumu projekt
Usturatands atlauja Letvia
Lizings

Trasta pakalpojurni
Finanéu instrumenti

Klu Zimes

Valitas operacias
Dargmetalu konts
Indwvidualie serfi

Art: Banking

Attalinatie pakalpojumi

Pakalpojumi
Jasu uznemumam

Mekiat

«

DEngleh Lotk Dopvow
+ Parrums  + Kontakti
TRASTA KOMERCBANKA
Spécigs atbalsta plecs 2
starptautiskaja valiitas tirga 62
Sskumlane + Paksipojum Jums \
Instrumenti
 Cenradis
Dokumenti

Mes esam Jums lidzas pat tad, ja mis Skir
tikstosiem kilometru. Ar miisu klientiem mils
saista drosakas banku: teknalogijas un
uzticibas pilnas attiecibas.

Klientu attafinatas apkalpoganas nodalas vaditsja

, Valitu kursi un
kulators
 Noguldjumu ikmes
 Deporita kalkulators
Kredita kelulators
Korespondentbankas
+ BAN parbaude

Infocentrs

& (371) 67027777
@ info@tkh.ly

Irina Tretjakova

>

rcepe ekt uhefForufprojektif

[@ termet [Fa- [Ruoow - |

Baltic E-Banking Report 2011. Copyright © 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.

200

metasite




Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Internet banking system - 58%

Text readability
Navigation
Page layout

Banking Operations

TRASTA komercbanka

0%

100%

0% 10% 20% 30% 40% 50% 60% 70%

90% 100%

Positive user notes

Higher figures represent better results

e TKB performed quite good in the ‘IBS Clarity category’, scoring the average amount of 58%.
It was also one of the very few banks that utilized breadcrumb navigation in its IBS.

Negative user notes

e The type of transaction (Express/Standard), is a two option, single choice question, better
implemented by a radio button:

ox/082011 25248

Intemctianka
TRA!

STNET

- Parskaitijumi
Tekibankas parskaitiums
Starptautiskais parskaitims
Tekgzemes parskaitjums latos
Budzeta parskaitijums
Parskaifjums starp viena kienta kontien
Parskaitiums RUB

~ skaidras naudas zmaksas fikojums
~ skaidras naudas pasitiEana
- Konvertacija
Konwertadjas fkojums
Darfiumu atskaite
=1 Termipnoguldjumi
Depezits
Depozits 3/4
- Dokumenti
Visi
Jaunie
NosOtitie
Atceltie dokumenti
- Uzkrajuma konti
Uzirauma kenta figums
Uzkr&juma konta pepidinaSanas ikojums
Tzmaksas rikojums no uzirZjuma konta
i Maksajumu kartes
Meks3jumu kartes blokStana
SecureCode registraciia
SecureCode atjaunosana
SMS Info
~ Dokumentu paraugi
= Telefonbankas sagataves
= Arhivs

>Salams > acijas -+ Buddeta parskaiiy

Jauns dokuments: BudZeta parskaitijums

Statuss . s dobuments S
»  Dokumenta numurs | )
»  Datums 01 faugusts _<][2011 =] o)

Informacija par maksataju:

NosaukumsVards, uzvrds [ALEGATDRS KCBELEVS [:]
> Konta numurs (IBAN) e
> Summa un valita LWL Kontu atikumi e
Informacija par sapemeju:
> Nosaukums/vards, uzvards Valsts kase e
»  SapEméja konta numurs (IBAN) B [:]
Informécija par maksajumu:
> Informacia sapmEjem T =] e
Parskaitiuma veids )
v oo o
i notekta < o 3
parametrien un saskans ar spéts esoso Vienoto pakalboumy
P
Informaciia Trasta komerchankai = e

H

Done

[ - [Rwoow -

[T | mkernet
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GE Money bank — 54%

Public website - 59%

GE Money Bank

Text readability
Navigation

Page layout 75%

Homepage | 33%

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

Higher figures represent better results
Positive user notes

e Site map of the website is made very clear. It shows the structure of the website using both
vertical and horizontal division:

@ﬁ GE Money Bank . g

reeny

Lapas karte

Negative user notes

e A contrast between text and backgrounds on the website is not on a high level.

Internet banking system — 50%

GE Money Bank

Text readability 17%
Navigation 57%

Page layout 75%

Banking Operations | 50%

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

Higher figures represent better results
Positi t

e  Cursor is located automatically in the first required field.
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Negative user notes
e IBS and PWS layouts are totally different.

e Links leading to a currently opened page, text line length are longer than 75 characters.
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Swedbank - 81%

Public website — 79%

Swedbank
Text readability 83%
Navigation 90%
Page layout 75%
Homepage | 67%
0% 10I% 26% 36% 46% 56% 66% 76% 80I% 96% 10(IJ%

Higher figures represent better results

ve user not

e  Bright and really appealing homepage which includes just essential information and does not
include unnecessary one, so that it leave user interested in its website.

Negative user notes
e In some cases text length is longer than 75 characters:

Swedbank‘ Artiirs Meskovskis | Uzstadiiumi

BnG | Rus

Klientu scrviss 67 444 444
© Sarakste ar banku
Uzkrajumi, pensija, ieguldijumi

e Noguldijumi Uzkrajumi leguldijumi
Kredit, fzings, kreditkartes M € =
Uzkrajurni, pensia, isquidiumi e )
A -
MANS PORTFELIS 0 -
Mans portfelis e
Mans saraksts © wsikonts © Pensiiu 2 timenis © ronai
© Termigdepozts © Pensiju 3. fimenis © Aksiias
© Dinamiskais depozits © uzkrajums bérna nikotnei Q) Privatais portrelis

Finansialo vajadzibu risinajumi
Finansu rezerve

i
i

r savam finansém, zveidojot fnandu rezervi, Ta bis K dro3ibas spivens
epared28(0s gadiumos. leteicams izveidot finansu rezerv 3.6 ménesu

Internet banking system — 83%

Swedbank
Text readability 100%
Navigation 89%
Page layout 75%
Banking Operations | 67%
0% 10I% 20I% 30.% 4OI% 50I% 60I% 70I% 80.% QOI% 1O(I)%

Higher figures represent better results

Positive user notes
e Radio buttons in all cases when two options are possible

o Navigation panel on IBS is very user friendly: it has many different levels of navigation and
each level is grouped.
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Negative user notes

e  (learly visible number of steps which are needed to complete operation are just in a few
operations. Unfortunately, it doesn’t offer clearly visible steps for making transfers/payments.
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Eesti Krediidipank — 61%

Public website - 43%

Eesti Krediidipank
Text readability 33%
Navigation 30%
Page layout 75%
Homepage |33%
0% 10l% 26% 36% 40-% SOI% GOI% 70l% BOI% 96% 10(I)%

Higher figures represent better results

Positive user notes

e  Eesti Krediidipank's website has good alignment and appropriate text lines on its public
website.

Negative user notes
e Krediidipank doesn’t provide a Site map at all on its public website.

e Navigation elements do not highlight currently opened link. Website actually doesn’t show at
all which link is opened. In addition to this many text links do not match with page headings:

. 5 e
NO 2011.GADA 15.MARTA TURPINASIM KOPA! g

Internet banking system — 79%

Eesti Krediidipank

Text readability 67%
Navigation 67%
Page layout 100%
Banking Operations | 83%

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

Higher figures represent better results

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

206



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Positive user notes

e IBS is actually connected with public website. A user can use public website with no logging
out of the IBS.

Negative user notes

e Poor contrast between text and background.
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SMP Bank — 64%

Public website — 77%

SMP Bank
Text readability 67%
Navigation 90%
Page layout | 50%
Homepage | 100%
0% 1 6% 20I% 3(;% 40I% 56% GOI% 7(;% 80I% 96% 1 06%

Higher figures represent better results
Positi
e SMP Bank uses a toolbar which is located on the bottom and is on every single page

(including IBS pages) of their website. It includes links to ‘Fees’, ‘Documents’, ‘Terms of
service’, Calculators’, ‘Currency calculator’ and ‘IBAN calculator’:

5 "5MP Bank carbe bk Ligo svetios

MultiNet

s
+7a: Maksajumu Karsu plenems
8 otickat aett

Visas zinas

Actu

Valitas kursi Naudas parvedumi kredits am  Online i platforma

majam

Visas vadtas

e On some pages the text lines get too long.

e SMP Bank’s PWS does not really employ a multi level menu approach. Whenever there is
more than one sub level link to a category, the menu item list shows only those sublevel
categories, and no upper level categories.
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Internet banking system — 52%

SMP Bank
Text readability
Navigation
Page layout 75%
Banking Operations
0% 10'% 26% 30'% 40'% 50I% 66% 70l% 80I% 90'%

100%

Higher figures represent better results

Positive user notes:

e PWS and IBS design looks identical.

this way the user can delete multiple templates at once:

When operating with templates in SMP’s IBS, a checkbox approach would be better, since

| Sakums { Parskaitiumi / | latviski | no-pycoa

Sarakste ar banku

Informacija kfientiem
' PamatParskaitijumi
Iekdbankas parskaitiiums
Prskaifijums latos
Starptautiskais parskaifijums ®
Parskaitiiums KF rublos
Konvertaciia
Skaidras naudas iznaksas pietelkums

Dokumentu paraugi (Kopa 2)
Informadia

LIDIA PLYUTO 0.01L0L LIDIA PLYUTO SWEDBANK AS Parskaitjums latos

ol LIDIA PLYUTO2 0.01L0L LIDIA PLYUTO SWEDBANK AS Parskaitjums latos

iewvitkal | englsh

[arme | e | smommo | e |

Depozits - — —
Naudas inemsanai no krétkonta Skatit Dagst Drukdt

 Standarta parskaitijumi
Komunle
Budeta
+ Parskaitijumi
Jaunie
Parakstianai
Nosititie
Izpiditie
Arbivs
Atceltie

+ Parskaitijumu paraugi

Horades
 Uzstadit norades

& &

Tarifi Pieteiumu veidiapas

Ligumi un noteikumi Rt

7
Valfitu konvertors 1BAN parbaude

AS "SMP Bank”. Centralais ofiss, Eizabetes iela 57, Riga, LV-1772, Labvija Talruris: (+371) 67019342, 67019341

Done

&

E-pasts: info@smpbaniclv

[T T T T [ @unemet

[a-[more -
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Regionala Investiciju banka — 56%

Public website - 54%

Text readability

Navigation

Regionala Investiciju Banka

33%

Page layout

| 25%

90%

Homepage

| 67%

0%

10% 20% 30% 40% 50% 60%

70% 80% 90% 100%

Positi

Higher figures represent better results

e One of a few PWS's which did not have links leading to the currently opened page.

Negative user notes

e No highlighting of important/general data is used, sometimes for extensive amounts of text.
This not only makes it harder to read, but users might miss the main points of the

paragraphs.
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Internet banking system — 58%

Regionala Investiciju Banka

Text readability 50%
Navigation 67%
Page layout l 100%
Banking Operations I—I 17%
0% 16% 26% 3(;% 46% 50'% 6(;% 70l% 80'% 90'% 10(l)%

Higher figures represent better results

Positive user notes

e Simple and clear design, navigation.

Negative user notes

e RIB's ISB does not allow a account statement from multiple accounts, which could be realized

using a checkbox instead of a list box:

Sakums \ Kontu parskats \ Izraksts Lietotaia kods: 461742 [

INVESTICIJU B emt:

LV RU EN Izeja

Sarakste ar banku Uzstadijumi

Kontu parskats
« Norékinu kontu atlikumi

» Karsu kontu atlikumi

&)

Klienta konts Nr * [

o Maksajumu kardu informacija / Kepis 2
blokz&ana
o Izraksts Valta 2
Izraksta valoda [Latviesu | 2
Isceli Datu diapazons [Zodien =l z
o Uzstadit =
Datums no [31/07/2011 2
Datums lidz [31/07/2011 &

Adrese: 1.Alunana iela 2, Riga, LV - 1010
bhttp://www.rib.lv / e-pasts: banka@rib.lv

Klienta Info Serviss: (+371) 67 359 000
Tel.: (+371) 67 508 989
Fax: (+371) 67 508 988

Copyright € 2002-2011,
AS "Regionala investiciju banka"

[7a - [®iao0e -

[@ tmternet
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Danske Banka — 60%

Public website — 74%

Danske Banka
Text readability 83%
Navigation 70%
Page layout 75%
Homepage 67%
0% 16% 26% 36% 46% 56% 66% 76% 86% 96% 106%

Higher figures represent better results
Positive user notes
e Danske Banka's PWS colour scheme and design is very eye-pleasing and consistent.
Negative user notes
e While the blue colour scheme is eye-pleasing, it might be cause trouble to new users in

distinguishing links from regular headings.

Internet banking system — 47%

Danske Banka

Text readability
Navigation

Page layout 75%

Banking Operations

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

Higher figures represent better results

Positi

e Danske Banka's IBS was one of the few which had no mistakes in utilizing the checkbox
approach. In multiple option categories, where multiple choices was available, there are
checkboxes implemented:
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A. KoZelevs Darijumu saraksti Drukat Palidziba
31.07.2011 23:28:45

Neparakstitie darijumi__(Teraksti 1 - 3 Kopa: 3)

+ Neparaksfiti darfjumi!

X Dar. Nr. Datums Dokumenta Nr. Darfjums Konta Nr. valita Summa SapEméjs S
T Vieteais LIDIA
i} 592761 22.07.2011 07221835 e ime LVO3MARA2041000027776  LL o DI
— d Vietgjais i LIDIA
[ sse7se  22.07.2011 07221826 e ume  LV93MARAZ041000027776  LL gigp LA
. R .
Lnforhsiis [T 587611 13.07.2011 07132206 MiceSiois LV93MARA2041000027776  LuL oior LPIA
i > parskaitiiums PLYUTO
e it lezimét otradi Atiaunot zdzest Parakstt Summa
* Konti
+ Parskata pisprasjums Nav atrasti parakstiti darjumi.
* Parskats
- Parskats faila forma (FIDAViSta) Nav atrasti noraidit darfjumi.
Finansu instrumenti ¥
Mo ; Apstradatie darijumi_ (Teraksti 1 -2 Kopa: 2)

Kred X__ Dar.Nr.  Datums  DokumentaNr. _ Darfjums Konta Nr. Valita Summa Sapeméis S
* Kredii [0 592762 22.07.2011 07221835 e LV93MARAZ041000027776 LWL o Lol
e parskaftiums FLYUTO

arakaitijami v 5

I = Vietgjais ; LIDIA
e [ 586141  12.07.2011 07112050 e eume  LV9SMARAZ041000027776  LL wor HDIA
* Vistgjais parskaitjums ezimet otradi atpunot | | summa |

+ Starptautiskais

. Sagstaves vistsjiem
parskaitjumiam MekléSanas kritériji

5 t: starptautisk: 1
< astarec cimtpl SRS Sarakstst [ Navparskstti ¥ parakstti M Norsidni [ apstradat
- Valitas maipa Maks. saraksta garums:

Darijumi > Paradit | | Pievienot atlasi|  Atlases kritérii

* Darfjumu saraksti
* Nav parakstiti

* Parakstiti
* Noraiditi
* Apstradati
Uzstadiiumi >
. | |
Done LT T T T T |epmtemet [7a - [Rioow -~

Negative user note

e A horizontal scrollbar appears on the "“Transactions list” page of the IBS. This could have
been avoided by either displaying fewer columns in the list, or making the left side menu
display the text links in multiple rows.
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Handelsbanken — 57%

Public website - 48%

Svenska Handelsbanken

Text readability
Navigation

Page layout 75%

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

Higher figures represent better results
Positi

e Being a small bank, it provides very limited services, thus little information is needed about it
in the PWS.

Negative user notes

e Handelsbank has no links for ‘Private’, ‘Corporate’, ‘Fees’, and ‘Currency Exchange rates’ on
their homepage.

Internet banking system — 65%

Svenska Handelsbanken

Text readability 67%
Navigation 44%
Page layout 100%
Banking Operations | 50%

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

Higher figures represent better results

Positive user notes

e Handelsbanken’s IBS was one of the few that highlighted the fields with inappropriate data
entered in them.

Negative user notes

e The IBS does not offer the opportunity to get several account statements for different
accounts at once, which can be implemented by using checkboxes for account selection.
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Latvijas Hipoteku un zemes banka - 65%

Public website — 82%

Latvijas Hipoteku un zemes banka

Text readability 83%
Navigation 70%
Page layout | 75%
Homepage i ]100%

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

Higher figures represent better results
Positive user notes
e Unique design, in terms of colours and visuals.
Negative user notes

e In Hipoteku Banka's PWS, the links do not react when hovered upon by the mouse pointer
(no change in underline or colour).

e Massive gaps of white spaces in the right side of the website.

Internet banking system — 47%

Latvijas Hipoteku un zemes banka

Text readability 50%
Navigation 56%
Page layout ) 50%
Banking Operations ] 33%

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

Higher figures represent better results

Positi

e IBS is very ‘boxy’, it is always clear how much space each element occupies, since they all are
within separate boxes.

Negative user notes

e Hipoteku Banka's IBS cannot display multiple account statements at one time. This could be
implemented using a checkbox system instead of a dropdown list:
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Net.lv)

internetbanka

Informadcija
Kontu stavokll | Konta apgrozijuma parskats | Konta izraksts | MasterCard Secure kods | Nofikumu vasture | Pazinojumi | Notikumi | Jaunumi | Kiienta konsultants

Konta numurs: [LV]

Izvadit: € Lzdrukat
© Eksportat
Periods:
T =] [Augusts =] [2011 =]

Kontu apgrozijuma parskatu iesp&iams aplokot kops
briza, kad 1as k|uvat par HipaNet idientu, bet ne
senak ks kops 2009.01.01.

| Sodien | Vakar | Sonedé| | Soménes | lepriek3éjais ménesis | P&déjas 10 dienas |

Kontakttalrunis: 67774240, 67774118 E-pasta adrese: hiponat@hipo.lv Versifa 1.11.1.58

74 Hipoteku banka

[T [@nternet [ - [®imw -
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Latvijas Pasta Banka - 52%

Public website — 52%

Latvijas Pasta Banka

Text readability 67%
Navigation 50%
Page layout 25%
Homepage | 67%

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

90% 100%

Higher figures represent better results

Positi

e  Latvijas Pasta Banka’s PWS are very simplistic and minimal. The basic functionality is there.

Negative user notes

e Due to Latvijas Pasta Banka's PWS’s non-standard width, the length of the text lines is more

than recommended (it is 135 characters, with spaces):

PASTA Par banku Privatpersonam UzpEmumiem Cenradis Partneri n
— Norekinu konti W e
PARSKATUUMI 5 =
Ertai aci vk 3 atvart norel Ja Noderi
INTERNETBANKA £ - ; b 9
TERMINNOGULDUUMI "' “ 4 . 1
KASES OPERACUAS e .
MAKSAJUIIU KARTES Tas lentiem sniedz lespeju rkoties ar savu naudu, Emantojot plaso bankas pakaojumu Kistu, turkit lietojot ntemetbanky, kients
VALITAS TRGUS var arti sekot lizi sava konta stavokim. ]
Qrhaale Kadal nepieciesams norakinu konts? par

EGULDUUY PAKALPOJUMI
usD 0.4

 Drogai naudas uzghbaZanai; EUR 0.7

o Ertai algas, pensfas, socilo pabaksty, stipendiu vai cius ienskumu sapeméana;

« Skaidras naudas iemaksam vai tis znemanai no konta Latvjas Pasta bankas Kientu apkalpoZanas centros vai bankemitos Vil
jebhurs vieta pasaule, ja kontam i piesaistica maksgium karte;

« Nepiecizgamo aktivit3Zu vekanal konts — rakinu apmaksai, parskaitjumiem un ciesm darbibam;

» Parskaitjurmiem uz ctier kontiem, tostarp ai uz arvalstu banku kontiem Kontaki

Adrese:
Ka atvert norgkinu kontu? Katakaina
Lai atvartu norakinu kontu, Jums jadodas uz Latvjas Pasta bankas Kientu apkalpodanas centru, idzi pemot pasi. s
Cenradis e,
Fakss:
(3767,
Epastaa

infoiatpa:

Fe( |

N
[\
' \ o]

oone T[T [ i@mem 7o~ [Fnoe -

Internet banking system — 51%

Latvijas Pasta Banka

Text readability
Navigation
Page layout

Banking Operations || 0%

100%

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

90% 100%

Higher figures represent better results
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Positive user notes

e The IBS provides a well-known, easily recognizable system, which people, who have already
used similar systems, will find easy to navigate.

Negative user notes

e latvijas Pasta Banka offers an option to select the type of transaction (Express/Standard),
which is a two option, single choice question, better implemented by a radio button, than a
dropdown list:

zeia X O
PASTA : Sarakste ar banku Konti Informicija Uzstadijumi Klienta kods (CIF): AD4155
Bankas operacijas Parskaitijums latos
Bankas operaciu saraksts
lzmantot sagataves [Jauns doruments =l 2
+ Visi
Klienta konta Nr > 2
» Jaunie (1 H =
e Klients KOSELEVS ALEKSANDRS 2
» Mekiggana Maksajuma orderis Nr 4 ] 2
lianas sagataves izpildes datums * 1| [augusts - 2011 =E 2
Parskatjumi Summa * 0.00 LvL 2
latos arskaifjuma veids [Parastais =l 2
» Ardiais valitas
maksaiums informacija par sapeméju:
» Budeta parskaifiums
» lekBbankas parskaifjums Sanéméjs * 2
» Parskaifums starp ienta SanEmeja redistracias numurs 2
kontiem
- Sangmala valsts kods * Latvia- LV =] citavaists 2
+ Konvertaciia :
» Noguidiums Sangméia konta numurs 2
Parskaiffumu imports Argjais maksajuma kods =l 2
LAT RUS ENG . e g
Informacija sanémajam * = )
07140
Informacila par sapémaja banku:
Sanemeja banka 2
Saglabat ka sagatavi &l
T s [ [Ruon =
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11.6 Individual test results for Estonian banks

Eesti Krediidipank - 67%

Public website - 77%

| 100%

Krediidipank
Homepage 83%
Page layout 50%
Navigation | 75%
Text readability
0% 16% 26% 36% 46% 56% 66% 76% 86% 96% 106%

Higher figures represent better results

Positi

e Data is highlighted, breadcrumbs are used and pages together with headings are clear.

Negative user notes

e  Texts didn "t pass the contrast test.

e Menu is on the right, strange and non-standard solution, not very user friendly:

ERAKLIENT " ARIKLIENT  KORTER!

Avalehekilg > Krediidipank L_pank »

+ Krediidipank

Krediidipank
vaikepal
ning kaalut

Krediidipangale ei ole kunagi olnud iseloomulik
Huppelise mahtude k

o]

Positsioneerides ennast Eesti finantsteenuste turul vaikese, kuid tugeva ja
kindla pangana ub Krediidipank iga kliendi soovi ja vajadusse vaga
persenaalselt. Krediidipanga klienditeenindajatel on aega si
pdhialikult ning anda neile igakilgset ndu T
tegelemisel. Lojaalse Kliendi igakilgne rahulolu ning vastastikku kas

Tingimused ja loetelud
ktid

on Krediidipanga arimudeli alustala

ipanga sihtgruppideks on nii erakliendid kui ka vdikesed ja

s suurusega ettevdtted. Panga tegevus on pesasjalikult orienteeritud

Arveldusteenuste turul on Krediidipank orienteeritud hinnatundlikumale
d

[ Saes |
A

sihtorupile, pakkudes peamisi seid arveldust
tasuta.

Uks kindel erisus virreldes suuremate pankadega on Krediidipanga poolt S g
pakutav kdrgem tdhtajalise hoiuse intress. Krediidipank plaanib ka + krediidipanga
edasnidi haida nma hainste intrecei taseme turnl kackmiselt valitesvast [ oS
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Internet banking system - 56%

83%

Krediidipank
Text readability
Navigation 33%
Page layout
Banking Operations I 33%

| 75%

0% 10% 20% 30%

40% 50% 60%

70% 80% 90% 100%

Positi

Higher figures represent better results

e Checkboxes for multiple answers are used and when a mistake is done in the form, the

incorrect field is highlighted.

Negative user notes

e Some links do not appear as links (some icons do not change the mouse cursor and some
links do not change — no highlighting or colour change).

e The IBS doesn "t have breadcrumbs

e  The backgrounds changed too much in colour to get a positive result in the contrast test.
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SEB - 84%

Public website — 87%

SEB
Homepage 100%
Page layout 80%
Navigation 100%
Text readability | 67%
0% 1 (I)% 26% 36% 4(;% 50I% 6(;% 70I% 86% 96% 1 O(IJ%

Higher figures represent better results

Positi

e Fonts and editing are done very well and within the limits. It helps the user to look up the
needed information and follow the idea behind the text without losing the attention.

o Navigation is really well done with a big help from the use of the sitemap and breadcrumbs.

Negative user notes

e Links one the page directs to the same page.

Internet banking system - 82%

SEB
Text readability 100%
Navigation 78%
Page layout 100%
Banking Operations | 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Positive user notes

e  Steps of actions are provided which makes the operations transparent and clear.

e Use of checkboxes for multiple choices and highlighting the incorrect fields in the form is

done smartly.
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Negative user notes

e In two or more choice selections, radio buttons should be by standard everywhere and not
only in some particular pages:

& naent @ paamised € kirind @) carved [ Kontakt

Saaja panga aadress o
Saaja panga BIC/SWIFT (i )
Makse andmed

Summa EUR (i ]

Makse selgituse tiiiip |Vabatekst N [=] (i )

Makse selgitus |Viide kliendisuhtlusele (i ]
(maksimaalselt 140
tahemarki)
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Swedbank — 65%

Public website — 70%

Swedbank

Homepage 100%

Page layout 40%

Navigation 75%

Text readability I 67%

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

Higher figures represent better results

Positive user notes

e Users can access the homepage on every other page on the website.
e All the text is generally nicely in blocks and aligned with other items correctly.

e Menu levels are highlighted and look different from each other, not be later confused about
the location on the site.

Negative user notes

e  Breadcrumb navigation is missing.

e Text lines are generally quite long, exceeding over 85 characters in some pages. The longer
the lines are, the more easily customers can lose focus and the point of the information:

|8 e s

p O ~ @& Identified by VeriSign & ¢ X ” @ Swedbank - Korterikasko

xu

Vara- ja clukindlustus

KODU KINDLUSTAMINE

Kodukinglustus
Korterikasko
Korterelamu kindiustus

Laenutagatise kindlustus

AUTO KINDLUSTAMINE
Kaskokindlustus
Lilkluskindlustus
REISIKINDLUSTUS
Reisikindlustus
Reisikindlustus krediitkaardiga
Minu lepingud

ELU KINDLUSTAMINE

Minu lepingud

Elukinglustus

Pere sissetuleku kaitse
Laenukindiustus
Riskikalkulaator
KREDITKAARDIKINDLUSTUS
Kaardikasko

Ostukindiustus

Korterikasko on korteritele moeldud kindlustus, mis kaitseb Teie kodu nii argiste
nnetuste kui ka suuremate riskide osas.

@ Korterikasko on meldud igale korterile

Korterikaskoga ei ole hivitise suurus méaratud poliisil margitud vaid
juhul. Korterikasko on mbeldud igale korterile.

tulenevad kulud kaetakse igal

o Gt

Korterikaskoga pale vahet, millises linnacsas, alevikus v kiilas Teie korter asub, kuidas korler on sisustatud v3i mitu fuba korteris on. Korter on
Kindlustatud igal jubul ja taies mahus.

Tubade arv 1 tuba 2 tuba 3 tuba

4 vdi enam tuba

Ehitustood ja kobgimoobel Hivitatakse 1a koogimoodbli
Mabii, elekiroonika jm kodus olevate 10 000 EUR 10 000 EUR 15 000 EUR 20 000 EUR
asjade kindlustushivtis kokku kuni (128 438 EEX) (150 428 E8K) (284 890 EEK) {zon2Esg
Naabri korterile pdhjustatud kahjude 7000 EUR 7000 EUR 7000 EUR 7000 EUR
kindiustushvitis kuni (109 528,20 EEK)Y (100 528,20 EEW) (100 528,20 EEK} (108 528,20 EEK)
Kuumakse » 8,90 EUR 8,90 EUR 11,90 EUR

(12361 EEK) 138,26 EEK) (154,80 EEK) (188.20 EEK)

Korterikaske garanteerib nii korteri karbi, maébli, elekiroonika kui ka teiste kodus olevate asjade tiieliku taastamise vdi asendamise. Lisaks
Teie korterile hiivitab korterikasko ka Teie kodust alguse saanud dnnetusjuhtumist naabri elamisele tekkinud kahjud.

© Lahemalt
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Internet banking system - 59%

Swedbank

Text readability 100%

Navigation 44%

Page layout | 75%

Banking Operations I 17%

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

Higher figures represent better results
Positi

e The whole layout doesn "t differ from the main page and that makes the page easy to follow.
e The navigation as a whole is designed well and easy understandable.

Negative user notes

e  Cursor is not placed in the first required field of the form by default.
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Marfin Pank Eesti — 60%

Public website — 60%

Marfin Bank
Homepage 83%
Page layout 50%
Navigation 75%
Text readability | 33%
0% 10"’/o 2(5% 30I% 4(5% 50'% GOI% 76% 80'% 96% 10(IJ%

Higher figures represent better results

Positive user notes

e The items in the webpage are nicely aligned, the text is in blocks, menu levels are
differentiated and links appear clickable.

Negative user notes

e No separate sections for private or corporate customers.

Internet banking system - 60%

Marfin Bank
Text readability 67%
Navigation 67%
Page layout 75%
Banking Operations | 33%
0% 1(;% 20I% 3OI% 4(;% 5(;% 60I% 7OI% 8(;% 90I% 10(I)%

Higher figures represent better results

Positive user notes

e Radio buttons and checkboxes are used appropriately, navigation is clear and the text is
usually in columns or rows which make it easy for the user to find and read the information.

Negative user notes

e No breadcrumb navigation, text links do not change.
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Tallinna Aripank AS — 59%

Public website - 73%

Tallinna Aripank

| 100%

Homepage 83%
Page layout 60%
Navigation 50%
Text readability
0% 16% 2(5% 36% 4(5% 5(;% 66% 7(;% 86% 9(;% 10(IJ%

Positive user notes

Higher figures represent better results

e  Breadcrumbs are developed, good and different menu levels, text is easy to read.

Negative user notes

e Text lines are very long, without structure and without highlighting.

e Amount of unused space throughout the site is enormous:

—

S—
[ ¢ |6 Iy

£ - 2.¢ % || @) Foreign payments (Baymens) | @ Telinna Arpark -Tallinna . % [ |

[T Erakiiendid

Erakliendid > Uldtingimused

EE | RU | EN

@ intemethank

 —( T

Hinnakiri

Info

Liising

# Tallinna Aripanga Uldtingimused ki &
B Tolinna Aripangs Gdtingimused
oL
o T
 PerooisedMaksed
S ———
o
T,
e ey
Holused
+ Tibtaios hoks
+ Sttt
i e
 Holute hiomine
(i
o
e
e p—
——
- Kndushsssts
Pancakaardid
+ Kediaat
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Internet banking system - 43%

Text readability
Navigation
Page layout

Banking Operations

Tallinna Aripank

25%

) 50%

|17%

80%

0%

10% 20% 30% 40% 50% 60%

70% 80% 90% 100%

Positive user notes

Higher figures represent better results

e Radiobuttons are used where necessary, items are well aligned and texts vs background have
a good contrast.

Negative user notes

e The cursor does not appear by default in most of the forms.
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Nordea — 69%

Public website — 75%

Nordea
Homepage 100%
Page layout 60%
Navigation 75%
Text readability | 67%
0% 1 (;% 2C;% 3(3;% 40I% 56% 60I% 76% 8C;% 96% 1 O(I)%

Higher figures represent better results
Positive user notes
e  Compact and very informative homepage, well designed text layouts.
Negative user notes
e  Currency rate page is opened in a new tab.

e Flaws using white space:

9] e /AAordes. G egius - ctakigns < Investesionin V3dEaiaes ok afa081202. OIIG  J| ] Veakirod | Nordea.ee

Nordea® I

v Nordea internetipank | In Engish | p o-oveoss | g Kontaktandmed | %, Sisukaart | g Tritki |

© Avalent | Teenused erakliendile | Teenused arkliendile | Nordea Pangast |

Teenused — iendile > Investeerimine > Vélakirjad
erakliendile

Vvélakirjad

Investeerimine )

Vélakirjad

Valakirjade tootlus

*

Nordea on lisanud oma il uue it
i ivolakirjad®, mis on ht alternatiivik
aktsiatesse ja aktsiafondidesse.

§ on kaitseta, seega peab
arvestama, et negatiivse turuarengu korral véib investor kaotada investeeritud
kapitali kas osaliselt vai taielikult. Kui alusvara vasrtus tauseb (langeb), kasvab
(langeb) ka teie investeeringu vaartus.

i liseks teiste ees on vaimalus teenida

kuludega astavat tootlust sh ka aktsiate pealt
makstavaid dividende. Seejuures investeeringu soetamisel ning valiumisel ei pea
maksma Nordea pakutavas kajastub vaid

aktsiaturu ostu-miitgi marginaal. Vélakirja hoidmine on tasuta.

Hetkel miliigis olevad struktureeritud volakirjad :

Internet banking system - 62%

Nordea

Text readability 100%

Navigation

Page layout 75%

Banking Operations 17%

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

Higher figures represent better results
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Positive user notes
e Number of steps need to complete a transfer is provided.
Negative user notes

¢ No checkboxes used, some actual links do not appear as links when a mouse cursor is rolled
over.
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Citadele pank — 71%

Public website — 85%

CITADELE
Homepage 83%
Page layout 80%
Navigation 75%
Text readability | 100%
0% 1 6% 26% 36% 46% 56% 66% 76% 86% 96% 1 O(I)%

Higher figures represent better results

Positive user notes

e The homepage are clearly reached from any page and the text together with the page layout
is reasonably good.

Negative user notes

e Too much white space all around the website:

Ctadele Pressieskus Kanaa  Kontakt

Citadele Erakliendid Arikliendid P

® Ariklientide laenud 5
- Liising

w Pangagarantiid
® Kredit- ja deebetkaardid

Citadele Fiasedns Tl

Uudised

Holused

ko 3k ek ek
BR 1 w2 20 2%
e 0m  0® 18 1M 1R
Hogqumiskonto

R s i G sk
WM e® e 1%

Kalkulaatorid

Internet banking system — 58%

Citadele

Text readability
Navigation

Page layout 100%

Banking Operations 17%

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

Higher figures represent better results
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e High contrast between text and background is used

Positive user notes:
e Menu is convenient, links are differentiated from group to group.

Negative user notes

e  No breadcrumbs to track your path.

e All the links look the same and in some occasions do not match with the destination page “s
heading.
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Handelsbanken — 48%
Public website — 46%
Handelbanken

Homepage 67%

Page layout 10%

Navigation | 75%

Text readability |33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positi
e Access from the main page to any page of the public website.

e The text is correctly aligned and the lines are with the correct length.

Negative user notes
e 3 menu items are in Estonian, fourth is in English.

e In English version homepage most of the information is provided in the PDF files.

Internet banking system — 50%

Handelbanken

Text readability 67%
Navigation 33%
Page layout | 50%
Banking Operations I 50%

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

Higher figures represent better results
Positi

e  Simple and understandable layout.
e Horizontal scrolling bar appears on the operations page.

e Too less information and if there is some — lines are too long (more than 100 characters).
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Sampo Bank — 80%

Public website — 78%

Sampo Pank
Homepage
Page layout 70%
Navigation 75%
Text readability | 67%

100%

0% 10% 20% 30% 40% 50% 60%  70%

80%

90% 100%

Positive user notes

Higher figures represent better results

e All major options are visible from the home page, text is well edited and put nicely in blocks
for easier browsing or reading, the navigation in general works well.

Negative user notes:

e No "home" link

e Hard to understand priorities of the navigation. Looks like more important and more

frequently used pages are deeper than ones which are used rarely.

e The text lines are too long:

|_http://www.sampopank.ee/et/10318,htm|

Kontaktid

RUS = ENG

Grupiinfo
I Sisenen | Aates 1. 2007 kuulub Sampo Pank Danske Bank Group'i. 1. juunist 2008 tegutseb Sampa
Pank Danske Banki fiiaslina Eestis. Sampo Panga uus arinimi on Danske Bank A/S Eesti fiiaal. Samas
Sizenen 1D-kaardiga s - -
jasb meie Sampo Fank.
Danske Bank Group on Taani suurim ja Pol ks Lisaks
tegevusele Taanis ja Eestis on grupil ariuksused ka Rootsis, Norras, Soomes, PGhja-Tirimaal, Iin
E——— Vabariigis, Suurbritannias, Litis, Leedus, Venemaal, Poolas, Saksamaal ja Luksemburgis.

Sampo Pank
Ts5 Sampo Pangas
Sampo Pank toetab

Pressiinfo ja
kéneisikud

Danske Capital AS

Telefon: 6 800 800

info@sampopank.ee

Lahemat informatsiooni Danske Bank Group'i kohta leiate www.danskebank.com.

Missioon

- Kirg muuta kliendi elu paremaks

See on eesmark, mille nimel tostame lahtudes kéikides tegevustes Sampo pahivaartustest. Vaartused
iseloomustavad meie hoiakuid ja suhtumist klientidesse ja teenindusse.

Vaartused
* Kliendile kasulik

Sampo pakub kliendile terviklahendust, mis on professionaalne, arusaadav ning arvestab iga kliendi
konkreetseid vajadusi nii tdna kui tulevikus.

» lilekaalukalt aktiivseim

Sampo on aktivne ja algatusvéimeline partner, kes kuulab, métleb kaasa ja reageerib kiirelt Kliendi
soovidele.

= Avatud suhtlus
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Internet banking system — 81%

Sampo Pank
Text readability 100%
Navigation 75%
Page layout 100%
Banking Operations | 50%
0% 10'% 20'% 30'% 40'% 50I% 60I°/o 70l% 80l% 90'% 10(')%

Positive user notes

Higher figures represent better results

e The readability of the text together with the layout is very nice and the navigation works

really well.
Negative user notes

e No clear overview of the steps needed to complete a transaction.
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LHV - 72%

Public website — 73%

LHV
Homepage 100%
Page layout
Navigation 100%
Text readability | 33%
0:’/o 16% 26% 3(i% 46% 56% 66% 76% 86% 96% 106%

Higher figures represent better results
Positi t
.

Design of the whole page is really easy to eye-scan:

< |

p-2ex|@uw

[ Jhip:// o hv.ce/index.cim?nocache=1

LHVpank

FINANTSPORTAAL © KLIENDITUGI EE EN LV LT

LHV Panga hoiustel on head intressid

20 o wooin pin

Kasutajanimi

Vaata vérdiustabelit

LHV Broker Kas sinu pensioni-

Ule 160 valuutapaari ja suur valik
tuletisinstrumente sinu peo peal.

Proovi tasuta demo

fond usub Eestisse?

LHV investeerib Eesti ettevotetesse.
Lihtne fondivahetus >

& 0 8 ) @ ]
Pangateenused  Investeerimine Finaniseerimine  Pension Privaatpangandus  Ettevbtest

Portielihaidus
Laenud
Garantiig

Tingimused ja hinnakir
Kontakt
KKK

Laenud
Garantiig
Uninemised ja ilevdtmised

LHV fondid
Vaheta fondi f fitu

Anveldused Investeerinine
Hoiused

Ava konto

Kauplemine

Kogumine I sammas

The layout is easy to follow and the text is with an appropriate length. Links look good,
generally are always highlighted and appear clickable.

Negative user notes

e No "home" link, menu changes position throughout the website.

Internet banking system — 71%

LHV
Text readability 83%
Navigation 75%
Page layout 75%
Banking Operations | 50%
0% 1OI% 26% 30I% 40I% 56% GOI% 70I% 86% QOI% 10(I)%

Higher figures represent better results
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Positive user notes

e Transaction screen is the shortest from all the banks and even then it shows the steps needed
to complete the operation.

Negative user notes

e Poor usage of radio buttons.
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12. Convenience

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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.
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12.1 Overall results of the convenience test

Lithuanian banks

Overall Convenience test results for Lithuanian banks
AVERAGE I 7%
FINASTA I 65%
Medicinos Bankas I 65%
Ukio Bankas I 68%
Siauliu Bankas I 71%
CITADELE Bankas I 72%
Danske Bankas I 73%
DnB NORD I 85%
SEB Bankas l 86%
Swedbank - I_87%
Handelsbanken 90%
Nordea 92%
0% 10% 20% 30% 40% 50% 60% 70% 80%

90% 100%
Higher figures represent better results

Commentary

e The best in this subcategory is Nordea, which scored 92%. Nordea’s IBS is well optimized in

terms of necessary mouse clicks and pages to load.

e The worst performers are FINASTA and Medicinos bankas which gathered only 65%.

e Handelsbanken teaches us to not load new pages, but instead display messages of
confirmation above the transaction information and offer to make a new transaction:

sandelsbanken, It /vbk] O =|| B svenska Handelsbanken

x|

andelsbanken

L

Keslutis Tyla ¥[| 22072011 17:53:38

PraSom patikrinti suvestus duomenis apie vietinj mokejima
Informaciia

Suvesting aphvalaa Vietinis mokéjimas
Saskailos iErasas

Mokétojas: Kestutis Tyla
Valiutos kursai saoratt
Mokéjimai SHEH

Vietinis mokejimas Dokumento numeris

Tarptautinis mokéjimas Data: 25072011
L el Mokejimo risis: Paprastas
Mokejimu importas

Gawjas: Rokis Balho
Valiutos konvertavimas -

Gavéjo saskaita: LT777010400413070239 (AB Ukio bankas)
Nustahti moksjimai

suma: 1.00LTL
Wokejimo paskirtis: p

Mokeséiai: 0.80 LTL

Kodo Nr.5: |
| Pt [ G|

©2008
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Latvian Banks

Overall Convenience test results for Latvian banks

AVERAGE | 75%
Banka Citadele | 65%
Danske Bank | 65%
DnB NORD Banka | 66%
PrivatBank | 67%
Latvijas Hipoteku un zemes banka | 71%
Svenska Handelsbanken I 1%
SEB | 71%
Regionala Investiciju Banka | 75%
SMP Bank | 76%
Latvijas Pasta Banka | 77%
GE Money Bank | 7%
NORVIK | 81%
Eesti Krediidipank | 83%
Swedbank | 83%
TRASTA komercbanka 83%
Nordea 92%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Commentary

Higher figures represent better results

e (Clear leader in this category is Nordea fulfilling almost all the criteria.

e Danske Banka and Banka Citadele demonstrated very poor performance in convenience

category.

e Even though Latvijas Hipoteku un Zemes banka’s custom system (it's quite different from the
other banks by design) is very clear, informative and easy to use, it does provide at some time
unnecessary information in unnecessary ways (the extra pages saying ‘transaction complete’,
etc.) Such things as: combination with no auto-placed cursors and no account balance on the
first page after login is what makes this bank fall behind in the results.
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Estonian Banks

Overall Convenience test results for Estonian banks
AVERAGE 76%
Citadele 65%
Tallinna Aripank 69%
Handelsbanken 70%
Krediidipank 72%
Sampo Pank 75%
Nordea 76%
Marfin Bank 7%
Swedbank
SEB
LHV
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Commentary

e The worst performers were Tallinna Aripank and Citadele. Tallinna Aripank bank failed in the
category of Pages to Load while Citadele failed in the category Mouse Clicks.

e The usability of LHV bank'’s IBS was really enjoyable as everything could be accessed instantly
and completed quickly. It scored the highest rates with only 4 pages in the category of Pages

to Load.
u—'vpank FIHANT SPORTAAL & KLIENDITUGI EE EN LV LT
n"'._ m Konto véljavite " Koonavalfavite Riigisisene makse - | Virtuaalkonto -ﬂ’ Kiirviited 1 Risto Kukk = Valju
VARAD JA KOHUSTUSED 1 Maksed  Rigisisene makse
Koondvilavite T -
Konto valavdte Riigisisene makse 1 -2 -5 s ":‘
Vadrtpaberitehingud
Realisgeritud tulufkulu
Makeisariania Maaratud makse - -
Ootel tehingud
MAKSED Konto nr -~ 771000702475
Riigisisene makse Makse nr 1
Waaratud maksed
Vilismakse Makse kuupdev 2011-07-23
Pusikorraldused G
sikorraldus: _— Vet sk
Otsekorraldused i 0.50 EUR
Maksete import
Valuutavahetus Saaja konto nr véi IBAN Keiegoley tadkre
LHV Broker rahakanne 0%
Summa EUR ~
RAHA KASVATAMINE it

Makse selgitus
Holuse avamine

Aktsiate ost-midk Viitenumber
Fondiosakute ost-miuk

e Some banks: Tallinna Aripank and Handelsbanken s IBS for example stopped working after
filling the password card field around 23.00-01.00 o “clock. It should be checked and ensured
that the system works at all time. Otherwise it creates disbelief in the bank as it cannot
provide the service continuously.
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12.2 Number of mouse clicks needed

Lithuanian Banks

Number of mouse clicks needed in Lithuanian banks

AVERAGE I 15,8
Nordea I 12
Handelsbanken 13
Swedbank 13
SEB Bankas 13
DnB NORD I 14
Danske Bankas r I 16

CITADELE Bankas

Siauliu Bankas I 17
I 17

Ukio Bankas 19

FINASTA 20
Medicinos Bankas 20

0 2 4 6 8 10 12 14 16 18 20

Lower figures represent better results

Commentary

e Medicinos bankas and Finasta scored the lowest in the mouse click category with 20 clicks. In
Medicinos Bankas case, all redirections are rather inconvenient. There is no scroll-down list
that would activate when the cursor is scrolled onto the category. This requires the client to
make several clicks every time if he wants to reach his current accounts or the local transfer
form. If he cannot find it at first, he has to browse a lot and thus make even more clicks. In
Finasta case, the cheapest solution for the customer is to acquire PIN codes via SMS. This
requires a double number of clicking for every safety procedure, since codes have to be sent
out upon request. If the customer buys a code generator, the click number falls, but it is still
above the average. Currently Medicinos Bankas’ clients have to click on the category to see
what's there, but if they just put the cursor over the category and the list appeared or if the
whole list were always open, the browsing would require less clicking.

e Nordea. Handelsbanken, SEB and Swedbank are performers in the Mouse Clicks. These banks
have really simple transactions procedures. The number of clicks is reduced by creating
friendly category lists.

e Handelsbanken with DnB Nord and Swedbank are very similar. Handelsbanken has optimized
the number of pages that have to be loaded by eliminating redundant pages that only say
“Now you will have to sign the agreement” or “Now you will have to input the xx PIN/TAN
number”. Also, actions like signing the payment don’t load new pages, but display a message
that the payment has been confirmed and an offer to make a new local payment appears
instead of the “sign” button.
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Latvian Banks

AVERAGE

Nordea

Swedbank

NORVIK

Latvijas Pasta Banka

SMP Bank

TRASTA komercbanka

GE Money Bank

Eesti Krediidipank

Svenska Handelsbanken
Regionala Investiciju Banka
Danske Bank

SEB

Latvijas Hipoteku un zemes banka
Banka Citadele

DnB NORD Banka
PrivatBank

Number of mouse clicks needed in Latvian banks

| 16,8
| 12

| 15
| 15
| 16
| 16
| 16
|17
| 17
|18
| 18

19
19

20

23

Lower figures represent better results

Commentary

e The absolutely best performer in Mouse Clicks was Nordea, which took only 12 mouse clicks
in order to finish all the necessary operations. This was reached by several reasons: it doesn’t
have “password” to log in, thus it doesn’t take to click on the field “password”. Nordea also
doesn’t have neither “persons ID code” nor “comments for transfer” as mandatory fields to
be filled in, so it also decreases the number of clicks needed to finish transfer.

e Good results in Mouse Clicks were also reached by Norvik and Swedbank - 14 clicks. Norvik
needed comment in transaction (+1 mouse click), code card in order to log in (+1), but after
log off they automatically closed window (-1 mouse click).

e  PrivatBank took a lot of Mouse Clicks and it was mostly because in order to make a local
transfer were unnecessary clicks were used: to choose currency for transfer from the list (+2
clicks), to choose Bank from the list (+2 clicks) and to choose the type of a customer you are
transferring money to (private or corporate: +2 clicks). Similar situation with choosing, for
example, the type of a customer you are transferring money to, was also in Eesti
Krediidipank.

e In GE Money Bank, after clicking on “i-bank” link opened IBS in the new window, which
actually was quite small in size (not on the whole screen). GE Money bank also took 3 clicks
and showed 3 pages in order to log off: click log off, choose to close the window, confirm
closing window.
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Estonian Banks

Number of mouse clicks needed in Estonian banks

AVERAGE

Swedbank

Marfin Bank 12

SEB 12

Krediidipank 13

Sampo Pank 13

LHV 13

Handelsbanken 13

Nordea

Tallinna Aripank

Citadele

0 2 4 6 8 10 12 14 16 18

Lower figures represent better results

Commentary

e Swedbank is the leader in this category. It was optimized really well, as only 9 mouse clicks
were needed to get to the webpage and leave after logging in, checking the balance, making
a local transaction and leaving the IBS. The reason behind the good result is having the log-in
screen on the front page and having a comprehensive static menu on the side accessible
from all the pages.

e The worst performers were Tallinna Aripank and Citadele.

e Citadele needed a lot of clicks — 17 to get the needed result. The reason for Citadele s result
was an IBS which isn’t convenient enough. There were too many links which could be
incorporated into fewer pages.

e
[ SB 1

SR &

Operacijy pasirasymas su slaptaZodZiu i3 lentelés Pagalba Spausdinti

T Kestuts
10722 165850
Pavedimo Lietuvoje operacija jvesta.
Dabar jg reikia pasirasyti

§B SIAULIU BANKAS
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13.3 Number of pages necessary to load

Lithuanian Banks

Number of pages necessaryto load in Lithuanian banks

AVERAGE I 9,3
Handelsbanken I 6
DnB NORD I 7
Swedbank I 7
SEB Bankas ' 8
Nordea
CITADELE Bankas I 9
Danske Bankas I 9
FINASTA 10

Medicinos Bankas 10

Ukio Bankas 10

0 2 4 6 8 10

Lower figures represent better results

Commentary

e  Sjauliu Bankas, Medicinos Bankas, Finasta and Ukio Bankas scored the lowest in pages to
load category with 10 pages. These banks have many redundant pages that could easily be
eliminated by deleting them or providing the information on other pages.

e The best performers in Pages to Load category are: Handelsbanken with DnB Nord and
Swedbank. Handelsbanken has optimized the number of pages that have to be loaded by
eliminating redundant pages that only say “Now you will have to sign the agreement” or
“Now you will have to input the xx PIN/TAN number”.

o Happily there were no technical mistakes in all of the banks as the local transfer services are
used the most, thus the banks make sure that they have no flaws.
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Latvian Banks

Number of pages necessaryto load in Latvian banks
AVERAGE | 8,8
Eesti Krediidipank |6
TRASTA komercbanka |7
GE Money Bank |7
Swedbank 7
NORVIK |7
Latvijas Pasta Banka | 8
SMP Bank I8
Svenska Handelsbanken I8
RegionalaInvesticiju Banka I 8
SEB
PrivatBank I8
Nordea I8
Banka Citadele |9
DnB NORD Banka |9
Latvijas Hipoteku un zemes banka 10
0 1 2 3 4 5 6 7 8 9 10

Lower figures represent better results

Commentary

e The absolutely best performer in “Pages to load” category was Eesti Krediidipank, which
offered to make all the necessary operations using just 6 pages. This was mostly because in
Eesti Krediidipank they haven't asked any code in order to log in, just password. Almost all
other banks, on opposite, asked for code, which took one more additional page.

e Second best performers were Norvik, Swedbank, which provided 8 pages in order to
successfully finish all necessary operations, and TRASTA komercbanka together with GE
money bank. Optimised processes in these banks were similar to EKP’s described above.

e The worst performers in this category were Danske Bank and Latvijas Hipoteku un Zemes
banka, which offered to make all the necessary operations using even 10 pages.
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Estonian Banks

Number of pages necessaryto load in Estonian banks
AVERAGE I 71
LHV l 4
Swedbank - 6
SEB 6
Sampo Pank 6
Krediidipank ' 7
Marfin Bank - 7
Citadele 7
Handelsbanken 7
Nordea 8
Tallinna Aripank 9
0 1 2 3 4 5 6 7 8 9

Lower figures represent better results

Commentary

e With only 4 pages needed to log in, check the account balance, make a local transaction and
log off, LHV was clearly the best performer in this category. It was achieved by their system
which allows making transactions only when logged in with an ID-card. This skips many
pages as you enter the needed details outside the IBS.

e The next in line were Swedbank, SEB and Sampo Pank banks with 6 pages to load. It was the
lowest amount of pages when logging in with the password card. It helps to have an
account balance screen straight after logging in which all the banks had. The biggest benefit
is gained by having the IBS log-in screen on the front page and keeping everything what is
needed in one click reach.

e The worst performer in this category was Tallinna Aripank which needed 9 pages to do the
required tasks, mostly because it had its own system to verify a transaction. When most of
the other banks required the confirmation code, Tallinna Aripank needed 3 pages to click
through to complete the transaction.

Baltic E-Banking Report 2011. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

246



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

12.3 Number of keystrokes needed

Lithuanian Banks

Number of keystrokes needed in Lithuanian banks

AVERAGE 76,6

Nordea 60

SEB Bankas 67

Swedbank 72

DnB NORD 73

Ukio Bankas 73

Siauliu Bankas 74

CITADELE Bankas 75

Danske Bankas 78

Handelsbanken 78

Medicinos Bankas 81

FINASTA 81
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Lower figures represent better results
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Latvian Banks

AVERAGE

Nordea

TRASTA komercbanka
Latvijas Hipoteku un zemes banka
Regionalalnvesticiju Banka
Swedbank

Latvijas Pasta Banka

Eesti Krediidipank

SMP Bank

PrivatBank

NORVIK

SEB

DnB NORD Banka

GE Money Bank

Danske Bank
SvenskaHandelsbanken
Banka Citadele

Number of keystrokes needed in Latvian banks

] 86,4
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102
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Lower figures represent better results
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Estonian Banks

Number of keystrokes needed in Estonian banks

AVERAGE 60,7
LHV 46

Tallinna Aripank 49

Nordea 50

SEB 53

Marfin Bank 56

Swedbank 59

Krediidipank 62

Sampo Pank

Citadele

Handelsbanken 68

0 10 20 30 40 50 60 70

Lower figures represent better results
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13. Customer Service Responsiveness

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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. 24 x 7. Bank employees were expected to answer emails outside the usual
working hours.

The 12 simulated email inquiries were modeled on real-life bank client requests and
divided into 3 categories each containing 4 emails. Categories and examples are further

provided:

Simple:

Hello,
What is the SWIFT number of your bank?

Cheers, ...

Normal:

Hello,

| want to transfer money to my account from abroad. What information do I need to
give to the person transferring?

Regards

Complex:

Hi,
I’m looking to invest around 10000 EUR, can you provide me with information about

which of the investment products you're offering resulted in highest overall return in
last year?

Regards
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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)

Less than 24 hours 2 points (poor)

More than 24 hours 1 point (very poor)

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

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 to 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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13.1 Customer Service Responsiveness Index

Lithuanian banks

Customer Service Responsiveness Index in Lithuanian Banks

AVERAGE
FINASTA
Nordea

DnB NORD
Danske Bankas

Siauliu Bankas

Medicinos Bankas
Swedbank

SEB Bankas
Handelsbanken
Ukio Bankas
CITADELE Bankas

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

33% 45%

32% 48%

= Timeliness (0-50%) ™ Quality (0-50%)

90%  100%

Higher figures represent better results

Commentary

e Responsiveness category average is the same as it was from last year. This was generally
caused by major increase in some banks and major decrease for the rest.

e Citadele is the best perfomer this year while Ukio, Handelsbanken and SEB banks are very
close.

e Comparing to the last year Medicinos bankas improved the most (39%) and the Nordea

worsened by 25%.
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Latvian banks

Customer Service Responsiveness Index in Latvian Banks

AVERAGE |
Latvijas Pasta Banka |
SEB |

Eesti Krediidipank |
DnB NORD Banka |
Nordea |

GE MoneyBank |
Regionala..|
PrivatBank |
Latvijas Hipoteku..
SMP Bank |

Banka Citadele |
Swedbank |
Svenska..|
TRASTA..|

Danske Banka |
NORVIK

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

[ Timeliness (0-50%) ™ Quality (0-50%)

Higher figures represent better results

Commentary

e It's a 13% decrease in this category compared to the last year. The most likely this has
happened because of the incorrectly configured SPAM filters as it was a big number of
unanswered e-mails from the particular e-mail providers.

e Norvik bank is the winner in this category by timeliness and the Danske banka showed the
best result in the quality.
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Estonian banks

Customer Service Responsiveness Index for Estonian Banks

AVERAGE 26% 42%
Citadele 26% 29%
SEB 13% 46%
Handelsbanken PEYS 35%
Tallinna Aripank 33% 28%
Swedbank 19% 48%
Krediidipank 23% 48%
Nordea 29% 43%
Marfin Bank 33% 42%
Sampo Pank 29% 48%
LHV 32% 49%

0% 10% 20% 30% 40% 50% 60% 70%

= Timeliness (0-50%) ™ Quality (0-50%)

90%  100%

Higher figures represent better results

Commentary

e The fall of the responsiveness results are also visible in Estonian banks where it is caused by

both — failed SPAM filters and lack of fast responses from banks.

e  Best timeliness winner is Marfin bank and Aripank, LHV was ranked as the best quality

winner.

e The least performers are SEB in responsiveness and Aripank in quality.
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13.2 Reaction times

Lithuanian banks

How many of 12 simulated customer enquiries got answered by Lithuanian banks
Average I 11,33
FINASTA I 10
DnB NORD I 10
Nordea I 1
Ukio Bankas I 1"
Siauliu Bankas I 1"
Handelsbanken 12
Danske Bankas 12
CITADELE Bankas 12
Medicinos Bankas 12
SEB Bankas 12
Swedbank 12
9 9,5 10 10,5 1 11,5 12

Table 1. Reaction times to simulated client eng

Higher figures represent better results

uiries in Lithuanian banks (hour: min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 11 12 |#Answers
Swedbank 05:37[05:29] 14:08 | 13:29 | 03:58 | 25:54 | 24:48/02:11[17:14] 05:02 | 02:58]19:06 12
SEB Bankas 00:21[00:04) 13:24 | 12:30 ) 03:14 | 25:17 ] 23:49/21:36/ 19:57] 05:04 | 03:42]18:59 12
Medicinos Bankas 00:18{00:13] 11:00 | 09:48 | 00:20 | 22:26 | 21:26/03:15/00:58| 02:44 | 00:35] 00:45 12
CITADELE Bankas 00:24[00:20] 11:45 | 10:29] 01:00 | 22:27121:19/01:05/00:39] 03:47 | 24:54]01:45 12
Danske Bankas 04:24[00:48) 16:40 | 15:33 | 08:18 | 28:45 | 28:42|03:53[19:17] 23:15 | 30:09] 22:58 12
Handelsbanken 01:12/00:39] 11:48 | 10:29 | 02:08 | 24:04 | 22:59/01:31/00:30f 01:02 | 00:56]01:13 12
Siauliu Bankas 00:46({00:07] 13:34 | 12:04 | 03:35 | 24:50 | 23:38|02:52| 01:34| 05:43 - 01:58 11
Ukio Bankas 00:04 - 11:33 [ 10:32 | 01:04 | 24:02 | 22:51]00:10]00:18) 00:17 | 00:46|00:12 11
Nordea 00:19[00:39] 12:19 | 11:03 | 04:46 | 31:05 | 30:08|25:06( 23:24 - 01:46(23:50 11
DnB NORD 00:22[06:58]115:31|113:05] 02:51 - - 23:41[22:54] 05:32 |01:12]01:07 10
FINASTA 00:24[00:19] 11:16 | 10:01 - 23:33 - 23:44[01:07] 06:03 |22:50]19:01 10
Average 03:19[05:42] 25:22 | 26:03 | 12:57 | 35:24 | 37:46(23:14| 26:45] 25:21 |32:09]32:12 11,33
Commentary

e 6 banks responded to all the 12 generated e-mails.

e Medicinos, Handelsbanken, Ukio and Citadele banks answered e-mails with the most

expedition.

e  Finasta and DnB Nord banks performed the worst by not answering to 2 e-mails from 12.
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Latvian banks

Average

Latvijas Pasta Banka

SEB

Eesti Krediidipank

DnB NORD Banka
Regionala Investiciju Banka
SMP Bank

GE Money Bank

PrivatBank

Nordea

Swedbank

Latvijas Hipoteku un zemes banka
Svenska Handelsbanken
TRASTA komercbanka
Banka Citadele

Danske Banka

NORVIK

| 9,81

10

10
"
"
11

How many of 12 simulated customer enquiries got answered by each Latvian banks

12
12
12
12
12
12
12

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 11 12 #Answers
NORVIK 00:21 | 00:06 |01:23 | 00:05 | 00:31 | 01:17 | 00:20 [ 00:12 | 01:15 | 00:46 | 00:54 | 00:37 12
Danske Banka 01:31]01:1311405]112:44)103:22114:18113:34[(02:00|01:27104.04]101:26]00:13 12
Banka Citadele 01:02 | 00481656 | 1544 ) 06:30|13:20]14:35[01:31)01:05]04.01]104:30]19:24 12
TRASTA komercbanka 00:49 | 00:02 | 12:24|11:08 | 01:40 | 1141 | 10:41 [00:22 |01:28 | 04:21 ] 00:38 | 00:28 12
Svenska Handelshanken 00:43 | 0014 | 1157 ) 11:22 [02:18 [ 15:21 | 17:08 | 02:54 | 20:36 | 02:29]03:12]01:15 12
Latvijas Hipoteku un zemes banka | 00:57 | 0040 | 11:05]09:24 | 00:23 | 10:23 [ 09:43 | 00:42 | 00:40 | 02:04 | 02:28 | 01:27 12
Swedbank 02:15]102:13116:04)09:36 | 00:11|12:01]11:39[01:56 |01:56 |01:31]00:44]01:25 12
Nordea - 02:15]15:55]15:53 | 05:03 [ 14:23 [ 13:40 ]| 02:00[21:19 [24:05]03:50]02:11 11
PrivatBank 02:33101:24]115:09 - 034711534 ]|14:53[05:11 |02:15)00:53101:09]04:26 11
GE Money Bank 23:28 1214911554 |12:36 | 05:59 | 17:33 | 17:51 [ 05:06 | 20:03 | 05:53 - 01:36 11
SMP Bank 00:12 | 0050 | 16:07 11058 | 01:36 | 1140 ]10:15| 00:53 | 0038 - 0217 - 10
Regionala Investiciju Banka 19:33 100:12 | 11:41 ] 10:11 | 00:56 | 16:34 [ 11:00 | 00:54 [ 20:16 - - 00:26 10
DnB NORD Banka - - 12:28 - 02:03 11248 - - 00:31]02:30]00:45]01:19 7
Eesti Krediidipank 01:18 | 00:51 - - - - 11:16 | 02:35 | 01:30 - - 02:43 6
SEB - - - - - - - - 01:28 |00:38 ] 07:15 | 04:45 4
Latvijas Pasta Banka 00:55 - - - - - - - - 06:15 - 00:55 3
Average 05:41 |0545 | 16:54 | 17:17 | 10:17 | 2128 | 22:20 | 14:33 [ 19:44 | 20:19 | 21:09 | 19:30 9,82
Commentary

e 7 banks out of 16 answered to all the e-mails.

e latvijas Pasta banka only answered to 3 e-mails. SEB, Krediidipank and DnB Nord also
showed bad results.

e The slowest banks are Latvijas Pasta bank and Esti Krediidipank.
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Estonian banks

Average
Citadele

Nordea

Tallinna Aripank
Handelsbanken
SEB
Krediidipank
Marfin Bank
LHV

Sampo Pank

Swedbank

How many of 12 simulated customer enquiries got answered by Estonian banks

1

1"

10 12

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
Swedbank 48:31]00:07 | 60:28 159:13 | 50:45]18:20 [ 18:01]23:12]21:38 | 74:12| 05:44 | 23:12 12
Sampo Pank 00:45100:22 | 11:55]10:3201:40) 11:55[11:46]02:11]17:02]00:17] 05:37 | 25:45 12
LHV 00:14]00:06 ] 12:55[11:35]02:54 [ 12:21 ] 11:45]00:56 | 23:45]00:13] 01:16 | 1845 12
Marfin Bank 01:11]00:06]13:18 ] 11:55[02:56 ] 12:27[13:56 | 00:51]17:13]00:53] 01:11 ] 00:23 12
Krediidipank 00:58]00:01]12:46 [ 11:20]50:39 [ 14:08 | 11:50 | 02:26 | 43:04 | 25:04 ] 119:48 ] 01:42 12
SEB 93:46]02:05]|91:56 190:21 | 81:17 |1 42:48 [42:25] 02:55[42:56 | 50:06 | 119:45]97:01 12
Handelsbanken 00:52]00:55]12:46 [ 11:22102:08 [ 14:08 | 13:3702:23 ] 18:11|24:56| 27:52 | 01:44 12
Tallinna _ripank 00:18100:23 ] 11:41 - 03:03]11:59[19:11]02:58]00:36] 00:26 | 00:38 | 01:55 11
Nordea 02:25]00:07 ] 11:46 [ 10:07]01:36 [ 12:03 ] 12:06 | 00:05] 17:29]01:12 - 01:06 11
Citadele 01:56]00:17]12:55]11:27]01:21]11:39 - 01:03 - 01:02 - 00:53 9
Average 15:54 | 04:46 | 29:29 | 32:23 | 28:56 | 27:48 | 32:15 [ 21:00 | 41:47 | 38:01| 60:39 | 41:51 11,50
Commentary

e  Estonia banks showed the best results in Responsiveness — 7 banks out of 10 answered to all
the e-mails and only Citadele didn’t answer 3 emails.

e The quickest and the slowest response belongs to Krediidipank — 1 minute and 120 hours.

e  Overall Krediidipank, LHV and Aripank performed best in response time.
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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
SEB Bankas 2 2 2 2 2 2 1 2 2 2 2 2 1,92
CITADELE Bankas 2 2 2 1 2 2 2 2 2 1 1 2 1,75
Danske Bankas 2 2 2 2 2 2 1 2 2 2 1 1 1,75
Swedbank 2 2 2 1 2 2 1 2 2 2 2 1 1,75
Siauliu Bankas 2 2 2 2 2 2 1 2 1 1 - 1 1,64
Medicinos Bankas 2 2 2 1 2 2 1 2 1 0 2 2 1,58
FINASTA 1 2 2 1 - 2 - 2 1 2 1 1 1,50
Handelsbanken 2 1 1 2 1 2 0 2 2 2 2 1 1,50
Ukio Bankas 2 1 1 2 1 1 2 2 2 0 2 1,45
Nordea 0 2 2 1 2 2 1 2 1 - 2 1 1,45
DnB NORD 1 2 1 1 2 0 2 2 2 0 1,30
Table 5. Provision of contact information in the emails of Lithuanian banks (0-1)
Bank \ Email 1 2 |3 |4 [5 [6 8 10 (11 (12 |Average
Swedbank 111 ]1 ] 1] 1] 1] 1] 1] 1] 1]1(f1 1,00
DnB NORD 1 1 1 1 1 - - 1 1 1 1 1 1,00
SEB Bankas 111 ] 1] 1] 1] 1] 1] 1]1]1]1(f1 1,00
CITADELE Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Danske Bankas 111 ] 1] 11111 ] 1] 1]1]1]1(f1 1,00
Ukio Bankas 1 - 1 1 1 1 1 1 1 1 1 1 1,00
Handelsbanken 11111111111 f1 1,00
Siauliu Bankas 111 ]1 11111 1] 1] 1]1]1]-11 1,00
Nordea 0 1 1 1 1 1 1 1 1 - 1 1 0,91
Medicinos Bankas oO/lofloflofoJ]oJ]OoO]JoOo]JoOoO]J]oO]O]O 0,00
FINASTA 0|l0]O]J]O]-]1]0]-]1]0]J]0]J]O]JO{foO 0,00
Table 6. Politeness of answered emails in Lithuanian banks (0-1)
Bank \ Email 1 2 314 5 6 7 8 1 9]110] 11 ] 12| Average
Swedbank 1 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
SEB Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Medicinos Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
FINASTA 1 1 1 1 - 1 - 1 1 1 1 1 1,00
CITADELE Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Danske Bankas 1 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 1,00
Siauliu Bankas 1 1 1 1 1 1 1 1 1 1 - 1 1,00
Handelsbanken 1 1 0 1 1 1 1 1 1 1 1 1 0,92
Nordea 0 1 1 1 1 1 1 1 1 1 1 0,91
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Table 7. Grammar of answered emails in Lithuanian banks (0-1)
Bank \ Email 1 2 314 5 6 7 8 1 9]110] 11 ] 12| Average
Swedbank 1 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
SEB Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Medicinos Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
CITADELE Bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Danske Bankas 1 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 1,00
Handelsbanken 1 1 1 1 1 1 1 1 1 1 1 1 1,00
FINASTA 1 1 1 0 - 1 - 1 1 1 1 1 0,90
Siauliu Bankas 1 1 1 1 1 1 1 0 1 1 - 1 0,91
Nordea 0 1 1 1 1 1 1 1 1 1 1 0,91

Commentary

e Danske. SEB and Citadele banks provided the most accurate answers.

Many banks could not provide “Yes/No" answers to a question: “Do you have branches that
work on weekends?” Instead they just redirected the customer to their website.

All banks save for Finasta and Medicinos Bankas provided full contact information — the
sender’s name and a telephone number which can be called if any more questions arise. All
banks have standard forms, but Finasta’s and Medicinos Bankas' forms did not include the

sender’s name.

4 || Archive Spsm Delete | ® | = | Moveioy | Lebelsy || Morey

Laba diena,

D

fad naudoj

mdsy pastangomis

Tur dokumenta.

ty tureti asn
Teigs turite daugiz Klausim, radykite ums arba skambinkite trompuoju telefons 1813

Geros dienos:

e All banks properly greeted and said farewell to the client. The emails always started with

Hello/Dear/etc. and ended with Sincerely/Best wishes/etc.

e Both SEB and Swedbank do not use spacing between new paragraphs — it makes the text

very hard to read, the client cannot distinguish the main points:
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Gerb. p. Denai Zeminai,

ekojome Jums ut i, Turtdamas papidomy pinig s galite sudarys temimuotoo, teminuoto
faupiamojo 2rba kaupiamojo indélio
emiastofe Faupinols indelio temino. T
teminoto kaupiamjo indeko skiasi tuo, kad teminuotojo indelio palikanos kaupiamos specialioje barko
ik irlaikot zoje p ) nurodyta saskaita, o terminuoto kaupiamojo
indelio pa.lu.\anns kas menes mm ‘pabaigaje) y p sumos ir
it ménesi (aiba indelio sut i muo didesnes sunos. Siy abigjy
indeliy sumos kartu su sukauptomis pa.lu.\annm.\s jeigu sutastys yra sudarytos be automatinio pratesimo.
‘pasibaigus laikotarpiui, yra perv edamos 1Ju§u nurodyta saskaita. Pazymime, kad Siu indeliu saskaity
aupianojo indeo sutanj ankstiau, Klientui yra
Tmokam imdélis Sara be sukaupry palikan, ¢ . palikanes prasndun
sutart galite et Investicos r epynas -» Indellat >
N el sutc ) o seykes | et SEB bk kpes (e asmens apotyio Iidions
dokumenta).
Jeigu norite taupyti ir bet: askaita, sitlome Jums sudaryti sutartj Sudarius
Knupiomofs indbho sutar, mdsbo saskains galima papidyi pessdant pintigus arba grynaisiais. Kaupiamojo
indelio paliikanos priklauso muo indelio sumos. K: Kekviena
i (atsivlgiant  gskaitos Hut aupiamojo indeio saskiitje) omenesio pabaigoje bendra per meénesj
ikan

Laba diena, p. Katerina,
dekojame uZ Jusu laitka,

Banko saskaitos masy banke gali biti litinés (eidziama valiuta - itai) arba valiutings (ieidziamos visos valiutos, kuriomis
prekiauja misy bankas). Pasiradyti banko sskaitos sutartj galétuméte atvyke | artimiausia "Swedbank” Klienty aptamavimo
padalinj (padaliniy adresus ir darbo laika galetumete perZidreti internete, adresu

http:/i edbank. Atwykus j banka su savimi reikia turéti pasa/asmens tapatybés kortele.

1 p elio saskaita ir
didesnes sumos

Lesasi saskaitos SEB baniko skyriuje. Per kalendorini
Ketvirt % saskaitos be mokeséio galite pasiimti grymujy pinigy ar pervesti  kita savo saskaita i 2 000 Lt (500
JAV doleriy arba 500 euru). Jei indelio kikutis didesnis uz minata suma, per kalendorini ketvirt i saskaitos be
mokestio glte pasimti gy pinig a pervesti Kt savo sgskaita i 30 proc. savo indeto. idesng

Banko saskaita atidaroma nemokamai. Jei prie saskaitos néra uzsakoma kortele yra taikomas saskaitos aptamavimo
mokestis 3 Lt, nurasomas kas ketvit].

Kreditines mokejimo korteles yra i&duodamos klientams, gaunantiems pastovias bei oficialias pajamas (vertinamos 6
menesiu). Su kreditiniy korteliy jkainiais i privalumais galite susipaZinti adresu

http./i edbank. Korteles/1. P nuo Jasy grynujy pajamy, rekomenduojame

pinigy suma saskaitos galite p jei apie tte banka pries
Tei reikia moketi i
saskaita Jus galite

K

skyriuje (bitina tuséti tapatybe ludijantj

dokumenta)

Parymime, kad, sudares tenminuotojo, terminuoto kaupiamojo arba kaupiamojo indelio sutart], galesite kzupti

finansing atsarga nenumatytisms gyvenime aty gams.

Daugiau informacijos apic indélius ir metines paitcanas galite rasti miisu intemeto svetainéje www seb It

pasmnles ‘meniu punktus Privatiems kiientcoms -> Pasiaugos > Taupymas ir investavimas - Indelia.
falom, fonsult estavimo svetaingje

S Seb I pasineiens mentt purkas Privattons Klientans > Registazya | nemckana 60 e

u Jumis aptars Jasy

P
investavimo tkshus, galimybes ir atsakys T ebiasios Housas
Jei kilty papil domu Klausimy, rasykite arba skambinkite, mislai Jums atsakysime

Pagarbiai
Nadeida Pliaseckaja
SEB banko

Kontakty centro specialists

2 apie SEB banko svetaingje www.seb It Ry
Mausimais prasome skambint telefonas 1525 (o tions dientans) i 19223 (versl Khentame) asba 1% oL
paituinfo@seb.it

atitinkamas korteles: Klasiking / Fiksuoty jimoky - 850Lt, Auksing - 2000 Lt, Platining - 6000 Lt. Kreipiantis del kreditines
kortelés, yra vertinamos Jiisy pajamos. finansiniai jsipareigojimai ir skolinimosi istorija. Nauja krediting kortelg uZsisakyti
galetumete intemeto banke pasirinkus nuoradas "Paskolos, lizingas, kredito korteles” - "sirinkite ir uZsisakykite” ir pagal
pageidaujamos kortelés tipa uzpildyti paraiska. Kortelé bty pradéta gaminti, jeigu pagal pateiktus paraiskos duomenis bus
priimtas teigiamas sprendimas dél kortelés isdavimo. Uzsisakius kortele, ji bity pagaminta per 5 darbo dienas ir pristatyta i
Jiisy pasirinkta banko padalini. Atwkus i banka su savimi reikia turéti pasa/asmens tapatybés kortele ir Sodros
pazyméjima. Kredito limito saskaitos yra litinés

Jei turétumste daugiau klausimy dél “Swedbank” teikiamy paslaugy, skambinkite mums tel. 1884 arba rasykite
info@swedbanl
Geros Jums
Pagarbiai
Toma Cialutkaite

Klienty aptarnavimo specialiste
Aptamavimo tinklo departamentas

"Swedbank", AB
Konstitucijos pr. 204, 03502 Vilnius
Tel. 1884, (370 ~ 5) 268 4444
El. paitas: info@swedbank It

www. swedbank. [t
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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
Danske Banka 2 2 2 2 2 2 2 2 1 2 2 2 1.92
SMP Bank 2 2 2 2 2 2 1 2 2 - 2 - 1.90
Svenska Handelsbanken 2 2 0 2 2 2 1 2 2 2 2 2 1.75
DnG NORD Danka - - 2 - 2 2 - - 2 0 2 2 1.71
Banka Ctadele 2 2 2 2 2 2 2 2 2 0 1 1 1.67
TRASTA kemerchanka 2 2 2 2 2 2 0 0 2 2 2 2 1.67
GE Mo ney Bank 2 2 1 2 2 2 0 2 2 2 - 1 1.641
Regionala Investiciju Banka 0 2 2 2 2 2 1 2 2 - - 1 1.60
SEB - - - - - - - - 2 1 2 1 1.50
Latvijas Hipoteku un zemes banka 2 2 1 2 2 2 0 2 2 2 0 0 1.42
PrivatBank 2 2 1 - 2 0 0 2 2 2 2 0 1.36
Swedbank 2 2 2 0 2 2 0 2 1 1 1 1 1.33
Eesti Krediidipank 2 2 - - - - 1 2 1 - - 0 1.33
Latvijas Pasta Banka 2 - - - - - - - - 0 - 2 1.33
Nordea - 2 0 2 2 2 0 2 2 0 1 0 1.18
NORVIK 2 2 0 0 2 2 0 2 1 2 1 0 1.17
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
NORVIK 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Eesti Kredidipank 1 1 - - - - 1 1 1 - - 1 1,00
GE Money Bank 1 1 1 1 1 1 1 1 1 1 - 1 1,00
SED - - - - - - - - 1 1 1 1 1,00
DnB NORD Banka - - 1 - 1 1 - - 1 1 1 1 1,00
Danske Banka 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Reglonala Investicju Banka 1 1 1 1 1 1 1 1 1 - - 1 1,00
Svenska Handelsh anken 1 1 1 1 1 1 1 1 1 1 1 1 1,00
SMP Bank 1 1 1 1 1 1 1 1 1 - 1 - 1,00
TRASTA konmerchanka 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Banka Citadele 1 1 1 1 1 1 1 1 1 0 1 1 0,92
PrivatBank 1 1 1 - 1 1 1 0 1 1 1 1 0,91
Latvijas Pasta Banka 1 - - - - - - - - 1 - 0 0,67
Nordea - 1 1 1 1 0 0 0 0 0 0 0 0,36
Latvijas Hipoteku un zemes banka 0 0 0 0 0 0 0 0 0 0 0 0 0,00
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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
NORVIK 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Nordea - 1 1 1 1 1 1 1 1 1 1 1 1.00
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Eesti Krediidipank 1 1 1 1 1 1 1.00
GE Money Bank 1 1 1 1 1 1 1 1 1 1 1 1.00
PrivatBank 1 1 1 1 1 1 1 1 1 1 1 1,00
SEB 1 1 1 1 1.00
DnB NORD Banka 1 1 1 1 1 1 1 1,00
Danske Banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Svenska Handelsbanken 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SMP Bank 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Hipoteku un zeres banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
TRASTA komerchanka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Pasta Banka 1 1 1 1.00
Banka Gitadele 1 1 1 1 1 1 1 1 1 0 1 1 0.92
Regionala Investiciju Banka 1 0 1 0 1 1 1 1 1 1 0.80
Table 11. Grammar of answered emails in Latvian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 10 1 12 Average
NORVIK 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Nordea - 1 1 1 1 1 1 1 1 1 1 1 1,00
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
SEB - - - - - - - 1 1 1 1 1,00
DnB NORD Banka - - 1 - 1 1 - 1 1 1 1 1,00
Danske 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 1 - - 1 1,00
Svenska Handelsbanken 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Banka Citadele 1 1 1 1 1 1 1 1 1 1 1 1 1,00
SMP Bank 1 1 1 1 1 1 1 1 1 - 1 - 1,00
Latvijas Hipoteku un zemes banka 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Latvijas Pasta Banka 1 - - - - - - 1 - 1 1,00
Eesti Krediidipank 0 1 - - - - 1 1 1 - - 1 0.83
TRASTA komerchanka 1 1 1 1 1 1 0 0 1 1 1 1 0.83
PrivatBank 0 1 0 - 1 1 1 1 1 1 1 1 0.82
GE Money Bank 0 0 1 1 1 0 0 0 1 1 - 1 0,55
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Commentary

e The best performer with respect to the quality of answered emails is Danske. The bank
receives 49% out of 50% in quality category. All answered emails were polite and in all
emails contact information was present. In almost all cases answers to the questions were

accurate.

e  Most of the e-mails were answered very accurate and polite. Although some answers were
not straight but the link to the page where the answer is provided.

e Most of the emails where polite, with a greeting and a sign off. Regionala Investiciju Banka
had a few emails where e-mail didn't include a sign off.

e Trasta Komercbanka’s email did not display special symbols correctly:

[nagxas Moswa” MoiMap [esbrs Wipw 3uakoucrss Hosocw Budeo ~Bce npoekts juliajansone@mailu gspon

= Bropaume
Ompasnesssie

B Yephosu

@ cnau

# Kopauua

5 Bce HenpOWTeHHLIE THCEMa

® Apue MailRu Aresa

Q a A
Mposepure  Aipeca Eue
9 MNUCbMO  + rpegsayuee  creavowee
Ouperr €8 Bii npAuo celivac xonuTe no tensrau Kax Bam nonyuars 9-30 .. & MECA? Bero 30 MECT Ha GecnarHom obyueHui
Orsenis | Oraenm scew | Mepecrts| | Yaanis | orocnau | Mepenvecnis + Movere~ Eue~ 5%
RE: Transfers no Lielbritanijas

Orvore. “Trasta komercbanka® <infocentis@iio - 4, £
Kowy:  “Julia Jansone™ <ulia jansone@mail ru>
25 wona 2011, 10:19

Labrget!

rmail.ru° Lai precizAtu kAT4Af laika period A1 pAT: , JEcsu d4“lam AT f no kuras tika veikt

Craton
Ha aKTyasibHble
Tembl

5 Bxopsume 1
= OmpaEneHKsle

E Yepsoanm

@ Cnam

 Kopansa

Bee wenpouTesse nucsia
#.-s g
o "ﬁ

Duperr

§» MeTuze! Mio6oii kpenex!
eouuTe!

WeTna! Hepxaseioumel MeThaes
BCOKONpOUHEIE! HETH3bi OUMHKORKE!
| wiel

@ Apwie Mail Ru Aretra

Bl ©unancuposanme Toprouix

Toprogoe dHaHCHpOEaHHE nopTEpoR
(CH, Kura, BueTan, Kopes 1p.)

28 Ruaa r Uexmo. llleuren. Frnona

pATrskait]qums. B

ArcieEtu,
SIGNE PAVLOVSKA.

5 "TRASTA KOMERCBANKA"

Kiientu apkalpoESanas specidfliste
Tel 67027777

From: Julja Jansone [mailto:julja jansone@mail.ru]

Sent: Sunday, July 24, 2011 10:39 PM

To: info@tkb.Iv

Subject: Transfers no LieloritaFnijas

Sveiki,

Mans d]T"1s tikko iztaisT«ja transferi uz manu kontu no Lielbrit/Tl nijas. P/T"c cik ilga laika es saEtemEYu naudu? 2 Kowrarei (1)

Hanicare Mposepirs  Ampeca  Ewg

MUEbMO  +mpeaeiayuee  cneaviowee +
Ouperr @) Bunnul 8 Huuue. Bitnnil & HitLue 0T 33CTPOTWMKOB! BLIGOp HOBLIX 00 KT0E Ha

| Orsenim. | Omserure sceu | Mspecnats| | vaanms | G1o cnam | Mpsmecrs + Mowemrs - Eué - &%
AS GE Money Bank
orore: "~MONEY LV Info" <money vino@ge.com> &, £

Kowy:  <ekainins@mail.u=
22 wons 2011, 14:42

Labdien!

‘Paldies par Jstsu e-pastu. Lai atvarta AS GE Money Bank norssinu kontu fiziskem personsm, nepieciepams ierasties bankas ks, lodzi
Temot persom apliecinopu dokumentu — pasi

Papildus jautsfumu gadojums bidzam Jers zvanot uz 1878 AS "GE Money Bark Klientu apkalpopanas nodartai, darba dienss o 8.00 -
19.00

Ar ciern,
Sanita Grigale

GE Money Bank

Khientu apkalpopanas nodama
Tel: 1878

13. Janvera iela 3,

Roga, LV-1050

Email info@gemoneybank Iv
Web: www_gemoneybank Iv
PEZOME

 BLCIpWA oTBeT ¢~ OreeTwibecew A [epecnate

R KomrakT (1)
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Estonian banks

Table 12. Accuracy of answered emails in Estonian banks (0-2)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 11 12 Average
LHV 2 2 2 2 2 2 2 2 2 2 2 2 2,00
Swedbank 2 2 2 2 2 2 2 2 2 2 2 1 1,92
Krediidipank 2 2 2 2 2 2 2 2 1 2 2 2 1,92
Handelsbanken 2 2 2 2 2 1 1 2 2 2 2 2 1,83
Citadele 2 2 2 2 2 2 2 0 2 1,78
Sampo Pank 2 2 2 2 2 0 2 2 2 2 2 1 1,75
Marfin Bank 2 2 2 2 2 1 2 2 2 0 2 2 1,75
SEB 2 1 2 2 2 0 2 2 2 2 2 2 1,75
Nordea 2 2 2 1 1 0 2 2 2 2 2 1,64
Tallinna ripank 2 2 2 2 1 2 2 2 0 2 1 1,64
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
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Sampo Pank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1,00
LHV 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Krediidipank 1 1 1 1 1 1 1 1 1 1 1 0 0,92
SEB 1 1 1 1 1 1 1 1 1 1 0 1 0,92
Marfin Bank 1 0 0 0 0 1 1 1 0 1 1 1 0,58
Tallinna ripank 1 1 1 0 0 0 0 0 1 0 0 0,36
Citadele 0 1 0 0 1 0 0 1 0 0,33
Handelsbanken 0 0 0 0 0 0 0 0 0 0 0 0 0,00
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
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Sampo Pank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Krediidipank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Marfin Bank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1,00
SEB 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Handelsbanken 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Citadele 1 1 1 1 1 1 1 1 1 1,00
LHV 1 1 1 1 1 1 1 1 1 1 1 0 0,92
Tallinna ripank 1 1 1 9] 1 9] 4] 0 1 1 1 0,64
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Table 15. Grammar of answered emails in Estonian banks (0-1)

Bank \ Email 1 2 4 5 6 7 8 9 10 |11 12 Average
Sampo Pank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Krediidipank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1,00
LHV 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Swedbank 1 1 1 1 1 1 1 1 0 1 1 1 0,92
SEB 1 1 1 1 1 1 1 1 1 1 1 0 0,92
Marfin Bank 1 1 0 1 0 1 1 1 1 1 1 1 0,83
Citadele 1 1 1 1 1 1 1 0 0 0,78
Handelsbanken 1 1 1 1 0 1 1 0 0 0 1 1 0,67
Tallinna ripank 1 1 1 9] 1 9] 9] 0 1 9] 0 0,45

Commentary

e Same as for Lithuanian and Latvian banks - most of the e-mails were answered very accurate
and polite. Although some answers were not straight but the link to the page where the

answer is provided.

e As it was the last year - SEB and Swedbank always provided an automatic email then follow

with response.

e  Only four banks (Swedbank, Nordea, Sampo Pank and LHV) out of ten provided constantly
full contact information. Handelsbanken was at the other end - always missing out the main
piece of information — phone numbers or names:

 Pester
o Seaded | Lariu @

» postiast .

sdentpak (ssdress Ja panga kead)

VEL A
UHTESSE! K |

NG/

o sulad oo

Jenovo Thinead

[ DT ST

SIS PUSKAUBANAIA
WiW.0N 24,86

=

e  On the grammar subcategory the most common issues were style, punctuation and putting a
capital letter in front of a sentence. Also quite a lot of sentence structure issues were with
TBB and Marfin Bank which were probably because of the representative not being a native
speaker. Sampo Pank, Krediidipank, Nordea and LHV were the best in this field.
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14. Innovation

Customer
Functionality Mobile Banking Clarity Convenience Service
Responsiveness

Innovation test measures how banks are innovating online by using financial tracking
tools, adapting to new technologies and using social media to attract and retain
customers.

Structure
The process in more detail:

Financial tracking tools Providing online tools to help customers manage their accounts.
Social Medlia Usage Using social media as a marketing/customer interaction tool.
Online chat support Providing online chat support.

Testing process

1 Lithuanian, 2 Latvian and 1 Estonian researchers with significant experience were
chosen to carry out the innovation tests by checking the innovative solutions that
banks offer to help users on keeping track of daily expenses, financial forecasting and
managing accounts on the go.

Researchers also investigated the online presence of banks and public customer
experience in dealing with the bank. The criteria was based on bank’s online verified
presence and not the one created by fans or global branches.

The last criterion was to show how banks can use efficient tools to respond quickest to
the users using live support and other chat channels.

Presentation of the results
The final result for each bank was calculated by using the following rules:

Bank should own the financial tracking tools or be affiliated with a provider offering
this service.

Bank should have verified account on social media, not a customer created one.

Bank should use efficient tools to reduce cost and respond rapidly with online help
chats.
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Innovation Index

Lithuanian banks

Innovations in Llthuanian banks

Average
Handelsbanken
Nordea

Danske bankas
Ukio bankas
Citadele
Medicinos bankas
DnB NORD
SEB bankas
FINASTA
Siauliu bankas

Swedbank 67%

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

Higher figures represent better results

Commentary

e Lithuanian banks met twice as much criterions (10%) as it was last year. However it's still a
very small number.

e Swedbank is the best performer in this subcategory again by fulfilling all the criterions except
online support.

e  Sjauliu bankas together with Swedbank have a presence in social media sites, and run the
campaign pages to interact with current clients and attract other potential customers. Finasta
only have Facebook account.

e As the last year - none of the banks use live chat support online.
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Detailed testing results

Criteria

Swedbank
Siauliu Bankas
DnB NORD

SEB bankas
Medicinos bankas
FINASTA
CITADELE
Danske Bankas
Nordea
Handelsbanken
Ukio Bankas

Financial tracking tools

Planning expenses tracking tool within e-bank or as
separate bank service

Possibility to assign certain expense category to every
transaction within ebanking

Possibility to assign certain expense category to every
transaction within e-banking, is this expense category £ R R IR ) I B R e I
exported to Excel/CSV or other formats
Social media usage

Official Facebook account/group representing the bank
Facebook account actively maintained

Official Twitter account representing the bank

Twitter account actively maintained

Online Support

Support Livechat text functionality in public website R e
Answering through Livechat R R N
Support Livechat voice functionality in public website R
Answering through Livechat voice R

b

+|+[+]+
+|+[+]+
+
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Latvian banks

Innovations in Latvian banks

Average I 1%

GEMoneyBank | 0%
EestiKrediidipank [ 0%

Latvijas PastaBanka || 0%

TRASTA komercbanka f§ 0%

Latvijas Hipoteku un zemes banka | 0%
SMPBank || 0%

Svenska Handelsbanken [ 0%
Regionala Investiciju Banka | 0%
Danske Bank || 0%

DnB NORD Banka [ 0%

PrivatBank I 17%

Nordea I 25%

NORVIK I 25%

SEB | 28%
Banka Citadele 33%
Swedbank 56%
0% 10% 20% 30% 40% 50% 60% 0% 80% 90%  100%
Higher figures represent better results
Commentary

e In Latvia, only 6 out of 16 banks are using innovative solutions to be closer to custumer’s
need.

e The same as last year - Swedbank is the best performer in this subcategory by being the only
bank offering financial tracking tools and possibility to assign certain expense category to
every transaction within e-banking. However SEB bank provides financial tracking tool as well.

e Swedbank, Citadele, Norvik, Nordea and SEB have accounts in social media sites where they
expand the customer care and are active in attracting new clients.

e  PrivatBank is the only bank offering Live Support chat.
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Detailed testing results

Criteria

Regionala Investiciju Banka
Svenska Handelsbanken

Latvijas Hipoteku un zemes banka
TRASTA komercbanka

Banka Citadele
Latvijas Biznesa Banka

GE Money Bank

Latvijas Pasta Banka
PrivatBank

NORVIK BANKA

Nordea
Eesti Krediidipank

Swedbank

DnB NORD Banka
Danske Banka
SEB Banka

SMP Bank

Financial tracking tools

Planning expenses tracking tool within e-
bank or as separate bank service
Possibility to assign certain expense
category to every transaction within o N R R R (IR e ) ) B B B
ebanking

Possibility to assign certain expense
category to every transaction within e-
banking, is this expense category exported
to Excel/CSV or other formats

Social media usage

Official Facebook account/group
representing the bank

Facebook account actively maintained NN

Official Twitter account representing the
bank

Twitter account actively maintained
Online Support

Support Livechat text functionality in public
website

Answering through Livechat Sl
Support Livechat voice functionality in
public website

Answering through Livechat voice NN
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Estonian banks

Innovations in Estonian banks

Average _ 2%

Tallinna Aripank [|0%
Marfin Bank [{0%

Krediidipank [{0%

Citadele 8%
Nordea 8%
Sampo Pank 8%
Handelsbanken 17%
LHV 58%
Swedbank 58%
SEB 67%
0% 10% 20% 30% 40% 50% 60% 70% 9%  100%
Higher figures represent better results
Commentary

e  Estonian banks improved innovations from 9% last year to 23%.

e SEB is the leading bank in this subcategory by lacking only in online support solutions.

Swedbank and LHV are both in the second place with 58% fulfilled criterions.
Swedbank is the only bank that offers financial tracking tools for its clients.
SEB is the leader in social media usage and fulfills these criterions 100%.
Only LHV bank fulfilled online support criterions.

Only 3 banks out of 10 don't have any innovative solutions — Aripank, Marfin bank and
Krediidpank.
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Detailed testing results

Criteria

DnB NORD Pank
Uniredit Bank

Swedpank
Sampo Pank
Krediidipank
SEB

Nordea
Citadele
MARFIN PANK
Handelsbanken
Tallinna ripank
LHV

Financial tracking tools

Planning expenses tracking tool within e-bank or as separate bank
service

Possibility to assign certain expense category to every transaction within
ebanking

Possibility to assign certain expense category to every transaction within
e-banking, is this expense category exported to Excel/CSV or other £ R N I I R B B e
formats

Social media usage

Official Facebook account/group representing the bank
Facebook account actively maintained

Official Twitter account representing the bank

Twitter account actively maintained - |- -
Online Support
Support Livechat text functionality in public website B
Answering through Livechat R R
Support Livechat voice functionality in public website R R
Answering through Livechat voice R R

e
'

'
+
'

'

'

'

'

'

'

+|+]+

.

:
++]+]+

:

'

:

'

:

.

.
+]+|+
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14.1 Financial Tracking Tools Index

Lithuanian banks

Financial tracking tools functionality in Lithuanian banks

Average - 9%

Handelsbanken {§0%
Nordea [|0%

Danske bankas [|0%
Ukio bankas |(0%
Citadele |(0%
Medicinosbankas |10%
DnB NORD 0%
SEBbankas |(0%
FINASTA [10%

Siauliu bankas ||0%

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

90% 100%

Higher figures represent better results

Latvian banks

Financial tracking tools functionality in Latvian banks

Average - 6%

GE MoneyBank || 0%

Eesti Krediidipank || 0%

Latvijas PastaBanka || 0%
TRASTA komercbanka | 0%
Latvijas Hipoteku un zemesbanka }| 0%
SMP Bank || 0%

Svenska Handelsbanken || 0%
Regionala Investiciju Banka || 0%
Danske Bank || 0%

DnB NORD Banka || 0%
PrivatBank || 0%

Nordea || 0%

NORVIK || 0%
Banka Citadele || 0%
SEB 33%
Swedbank 67%
0% 10% 20% 30%

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

Higher figures represent better results
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Estonian banks

Financial tracking tools in Estonian banks

Average
Tallinna Aripank
Marfin Bank
Krediidipank
Citadele

Nordea

Sampo Pank
Handelsbanken

LHV

Swedbank

SEB

0%

10%

20% 30% 40% 50% 60%

70%

100%

100%

80% 90% 100%

Higher figures represent better results

Baltic E-Banking Report 2011. Copyright © 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.

274

metasite



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

14.2 Social Media Usage Index

Lithuanian banks

Social media usage in Lithuanian banks

Average 23%
Handelsbanken
Nordea

Danske bankas
Ukio bankas

Citadele

Medicinos bankas

DnBNORD
SEB bankas
FINASTA
Siauliu bankas 100%
Swedbank 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Latvian banks
Social media usage in Latvian banks
GEMoney Bank || 0%
Eesti Krediidipank [| 0%
Latvijas PastaBanka || 0%
TRASTA komercbanka § 0%
Latvijas Hipoteku un zemes banka || 0%
SMP Bank || 0%
Svenska Handelsbanken {| 0%
Regionala Investiciju Banka || 0%
Danske Bank || 0%
DnBNORD Banka || 0%
PrivatBank [|0%
SEB | 50%
Nordea 75%
NORVIK 75%
Banka Citadele 100%
Swedbank 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Estonian banks

Social media usage in Estonian banks

Average _ 8%

Tallinna Aripank [§0%
Marfin Bank 0%

Krediidipank 0%

Citadele 25%
Nordea 25%
Sampo Pank 25%
Handelsbanken 50%
LHV
Swedbank

0% 10% 20% 30% 40% 50% 60% 70%

75%

75%

80% 90% 100%

Higher figures represent better results
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14.3 Online Support Index

Lithuanian banks

Online live chat support in Lithuanian banks

Average ||0%
Handelsbanken [{0%
Nordea |[(0%

Danske bankas |(0%
Ukio bankas ||0%
Citadele ||0%
Medicinos bankas |(0%
DnBNORD |(0%
SEBbankas ||0%
FINASTA |(0%
Siauliu bankas ||0%

Swedbank ||0%

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

Higher figures represent better results

Latvian banks

Online live chat support in Latvian banks

Average .-I 3%

GEMoneyBank J| 0%
EestiKrediidipank } 0%

Latvijas PastaBanka J| 0%

TRASTA komercbanka | 0%

Latvijas Hipoteku un zemesbanka J 0%
SMPBank J} 0%

Svenska Handelsbanken J 0%
RegionalaInvesticiju Banka J| 0%
Danske Bank J| 0%

DnBNORD Banka [} 0%

SEB || 0%
Nordea || 0%
NORVIK J| 0%

BankaCitadele Jj 0%
Swedbank J 0%

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

Higher figures represent better results
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Estonian banks

Online live chat support in Estonian banks

Average - 10%

Tallinna Aripank |{0%

Marfin Bank ||0%
Krediidipank ||0%
Citadele [{0%
Nordea [(0%
Sampo Pank |(0%
Handelsbanken [10%
Swedbank §0%

SEB [{0%

0% 10% 20% 30% 40% 50% 60% 70%

80% 90% 100%

Higher figures represent better results
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