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Micro Business Banking Tracker

A study of Australian small business banking experiences
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Background

The CoreData Micro Business Study was completed in December 2008 and is designed to a provide
a benchmark study of the relative customer acquisition and service efficiency of the Australian
banking industry in relation to Australian small businesses.

Microbusinesses were classed as those with less than $1 million in annual revenue.

The study provides institutions with a clear view of the effectiveness of the customer acquisition
strategy from appointment making to documentation.

To develop a detailed picture of this service, CoreData arranged more than 130 mystery shopping
events of a variety of major lenders.

Unlike other mystery shopping exercises CoreData used small business owners who are actually
going through the process of getting or changing their business banking provider, so participating
organisations get a detailed view of every part of their process.

The research covered: Commonwealth Bank, Bank Of Queensland, Bendigo Bank, Westpac, NAB,
St George, BankWest and ANZ.

General Insights

Australian Banks become less friendly to small busi nesses as recession momentum grows.

A key finding from this study was the range of experiences micro business owners encountered
when seeking a new business banking relationship.

While some experiences of participant businesses exceeded expectations, with some banks catering
well to the needs of the micro business market, others were unprepared and fell below the
expectations of the small business owners. At times the experiences varied within the one shopping
experience.

Many businesses had existing banking relationships and were looking to expand their business,
consolidate their business banking activities, or change providers due to dissatisfaction with their
current relationships. However there was a sense that Australian bank attitudes and behaviour had
become less conducive to the needs of micro-businesses (since they initiated these relationships).

As a consequence, only 23% of the participants who were in the market for a new business banking
relationship decided to proceed with changing banking providers, with the remainder either staying
with their original provider or continuing to reconsider their options.

This report outlines what the banks are currently doing wrong, what they are getting right, and what
micro business owners expect from their banking providers.
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Follow Up

Follow up was poor among all banks, with only 31.0% of business bank customers followed up after
the shop, and the majority of follow up being by phone. Follow-up is regarded by the customer as a
sign that the bank is interested in their business.

Competing for the Business

No bank stood out from the group as being strong at competing for the business, with the highest
score 66.7%, and the average across all banks at 57.1%. Suggesting banks are not aggressively
seeking to expand their loans books to small businesses in the economic downturn — a time when
bad debt provisions tend to rise.

Initial Contact

Across all banks, almost 2 in 5 businesses (17.8%) found it difficult to make an appointment to
discuss their business financial needs. BankWest was the most difficult bank, with 54.5% rating it
hard to make an appointment, while Bank of Queensland was deemed the easiest, with all
businesses rating it easy to make an appointment.

Of those who contacted the bank by phone, only 22.2% of BankWest shoppers managed to make an
appointment on their first call, compared to 53.1% across all banks, and 90% for Bank of
Queensland.

The Bank Environment

Both Bendigo Bank and ANZ either met or exceeded all business bank customer expectations on the
external environment of the bank. BankWest and St George were most likely to rate below the
business bank customer expectations, at 28.6% and 26.7% respectively.

ANZ and BankWest rated the best by business bank customers, with all stating the internal
environment either met or exceeded their expectations. The internal environment of St George, CBA,
NAB and Westpac branches were regarded as below expectations by at least one in five business
bank customers.

General Staff Impressions

Bankers rated well across all banks for their overall physical appearance and were easy to
understand averaging 7 or more on a 10 point scale, although groups were slightly lower on listening
skills.

Bendigo Bank was the clear leader in physical environment, ability to be clear and easy to
understand and listening skills, averaging 9.1 for each measure.

Expertise and Professionalism

The banks rated slightly lower on detailed knowledge of products and recommendations than on
general product expertise.

Micro Business Banking Tracker CoreData bm



M

When asked to rate the bankers on their overall knowledge of business transaction accounts, credit
cards and business insurance, all banks rated poorly on their knowledge of business insurance.

COREDATA

On average 84.7% of shoppers felt the banks overall had a comprehensive knowledge of the loan
products they offered.

Sales Event

Banks rated well overall for their ability to tell the shoppers about the benefits to them of opting for
loans, however for transaction accounts and credit cards they achieved average scores, and for
insurance products they performed poorly.

Just over half of all shoppers (55%) were looking for a packaged solution — products or accounts that
were bundled together.

Almost half of all shoppers (47.7%) were told about several loan options and the banker
recommended one, while a further 31.2% were offered options but none was recommended. Bank of
Queensland was much more likely (68.8%) to tell the shopper about several options and recommend
one.

On average more than half of all shoppers (53.4%) felt the amount they were told they could borrow
was about right, 9.2% felt it was not enough and 22.9% felt it was more than needed. Three quarters
of shoppers felt they could afford the repayments at that level of borrowing, and 22.1% were
uncertain.

What banks need to do to get their business?
Understand the needs of micro business owners.
Improve product knowledge.

Provide direct access to a banker who can provide advice on their business. Ideally, the
banker could be from a micro business background, or have had some exposure to micro
business experiences.

Provide a conducive environment for micro business.

Bundling of products and tailoring solutions.

Improve the meeting environment, or meet outside their corporate office.
Improve follow up.

Demonstrate keenness for the business.
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What's In The Report?

Areas Covered in the Small Business Banking Syndica  ted Research

Initial Appointment

How they initially sought to make a meeting with the business banker, and how successful
these methods of contact were (e.g. phone versus walk in)

The helpfulness of the person they spoke with to arrange the appointment.

How many times they had to make contact with the banker or organisation to get an
appointment organised

Whether they were told what documents and information they needed to bring to the
meeting

Meeting and First Impression

How they rate the overall physical appearance [dress standards] of the banker, and if they
thought they were socially comfortable

How did they perceive the external environment of the branch
How did they perceive the internal environment of the branch
Whether the banker on time for the meeting

How well prepared the banker was for the meeting

The Bankers Behaviour and Ability
How well the banker demonstrated their keenness for their business
How well the banker took the time to understand their needs and goals

How they would rate the banker’s ability to demonstrate a comprehensive knowledge of the
company's products and services

The banker’s ability regarding the following attributes:
Building rapport with the shopper
Understanding the shoppers business
Expertise in business banking
Recommending suitable options
Explaining the reasons for any recommendations they made

The banker’s listening skills
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Whether they were clear and easy to understand

Overall knowledge of business lending, business insurance, business credit cards,
business transaction accounts, the product range offered

Matching Needs

Whether they were they looking for a packaged solution (products or accounts that were
bundled together)

Whether the banker had a range of business loans that suited them
How many loans they were offered

Whether the banker asked to securitise the loan with a mortgage over their house or other
property

Whether they felt the banker was competing for their business
Whether the banker offer any other services

What loan size were they looking to borrow, and what loan amount they were told they
could borrow — and their reaction to the amount they could borrow

If the banker discussed any fees or charges that would apply to the loan

Were they offered any fee or interest rate discounts

Whether the banker talked about the cost of repayments on the loans discussed

If they thought they could afford the repayments at that level of borrowing

Whether the banker have a comprehensive knowledge of the loan products they offered
How well did the loans offered meet their needs

If the banker told them about all the fees and charges they would have to pay

Whether the banker also discussed business or any other insurance for their loan

If they currently have a mortgage for their business or other business loan, and if so if the
banker recommend they apply for a different type of mortgage as a part of getting this
business loan

Whether the banker discussed a transaction account, business insurance

Detailed information about business credit cards - whether the bank had a range of
business credit cards that suited them, whether they were recommended a credit card, the
credit card packaged with their loan offer, types of cards, benefits

Business insurance

How they rate the banker’s ability to tell they about the benefits to they of opting for the
products or accounts they offered to they *if applicable

If applicable, please rate the banker's ability to tell they about the benefits to they of opting
for business loans, transaction accounts, credit cards and insurance.
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Compliance

Did the banker give they a Financial Services Guide or Terms and Condition document

Did the banker attempt to collect any personal information or business information about
them

Did the banker tell they what would happen to their personal information

Did the banker tell they what would happen to their business information

Overall Experience

Whether they thought the banker was honest throughout the process
If the banker explained how they can complain if they need to

Whether they are likely to recommend the bank, or if they intend to proceed to a second
meeting

How likely are they to use this bank for their business banking needs regarding each of the
products below

0 Business Lending
0 Business Insurance
0 Business Credit Cards

o0 Business Transaction Account

Follow Up

After the meeting were they followed up

o If so, when and how were they followed up

Additional Survey - Understanding Micro Business Ba nking Needs

This shadow shop information is overlaid with a survey of micro business banking needs,
including:

0 The most important elements of a banking relationship
0 The type of ongoing relationship desired

0 Whether micro business owners are prepared to pay for a one on one banking
relationship

0 When micro business do their banking needs

0 Whether they would prefer to have their private and business banking with the
one bank

o0 Features of business banking products that would make them change providers
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Also Included:
Insights from focus groups held with shoppers in both Sydney and Melbourne.

Results from a survey of micro business owners aimed at understanding their banking
needs.

In depth interviews with micro business owners, speaking about their business banking
experiences and needs.

Cost: $15,000 per institution.

Micro Business Banking Tracker CoreData bm



M

Analysis

The following are the common types of analysis we perform on data sets:-
Descriptive and Bivariate analysis:

- Chi-square,

- Correlation,

- ANOVA,

- t-test

Two main techniques for determining significant differences or associations in the data we
typically deal with are;

Chisquare test - are used to test relationships found in crosstabs.

ANOVAtest - are used to determine whether there is a significant difference in
the averages of two or more groups.

You can use ANOVA to test difference between two groups and also to test difference between
periods within index scales.

Crosstabs and Chisquares (non-parametric test used for nominal or ordinal data) can use
collapsed/recoded interval ratio but parametric tests are more powerful as they contain more
detail and are thus more accurate.
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brandmanagement

brandmanagement is an Australian based market intelligence and research consultancy specialising
in the financial services industry.

The group provides clients with market intelligence, guidance on strategic positioning, methods for
developing new business, advice on operational marketing and other consulting services.

brandmanagement prides itself in identifying market trends at the earliest opportunity and formulating
insightful quantifiable research that clients can use to help them stay ahead of the market and better
meet the day-to-day challenges facing their businesses.

Our focus is on bringing deep market knowledge to research and strategy development.

The group’s research is not just about information and data but at providing insight so clients can
develop strategies that work.

The brandmanagement team is a complimentary blend of experienced financial services, research,
marketing and media professionals, who together combine their years of industry experience with
primary research to bring perspective to existing market conditions and evolving trends.
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Disclaimer

To ensure the privacy of the individuals conducting this research and to comply with privacy laws, no persons have been mentioned by
name and no personal details are contained within this document.

This document was compiled from primary research and other information at the time of writing.

The information is believed to be accurate however no representation or warranty, express or implied, is made by brandmanagement as to
its completeness, and it does not make any warranty to correct any information subsequently found to be inaccurate.

This document does not constitute investment advice or a business recommendation.
This document may contain the personal views, standards and opinions of the researchers and third party contributors.
The inclusion of this material is not an endorsement by brandmanagement

In all cases, people reading this material should attain appropriate professional advice in evaluating its accuracy, currency, completeness
and relevance for their purposes.

Brandmanagement disclaims any direct or indirect liability or costs arising from any reliance on the information contained within this
publication.

The information within this paper remains the express property of brandmanagement. It may not be reproduced in any form without express
permission.
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