%

COREDATA

Transaction Banking Shadow
Shop 2009

A study of Australian consumer transaction banking experiences

Transaction Banking Shadow Shop 2009 CoreData bm



M

COREDATA

Background

The retail deposit market is one of the strongest growth areas for financial institutions in the
current climate, with year-on-year growth to the end of December 2008 of 21.6%.

A growth rate that is more than double the expanse experienced in each of the previous three
years.

Transaction accounts are becoming increasingly vital to financial institutions as the first step in
the push for consumer savings and deposits, along with potentially lucrative cross-sell
opportunities elsewhere across institutions.

With intra-bank lending expensive and the freeze-up of the securitized markets, retail deposits
have become the lifeline of many institutions in the quest to fund future lending growth.

Once on board transaction customers are generally loyal, and despite many deposit customers
considering changing financial institutions, not many of them actually do.

Transaction account loyalty is extremely high, with 92.5 per cent of consumers having their
account for more than one year.

Transaction accounts are prone to having direct credits and debits linked, which can be time
consuming for a customer to change.
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This transaction banking benchmark study is an annual shadow shop of Australia’s major
transaction account providers.

To ensure participating organisations receive a detailed view of every part of their process, the
study uses actual shoppers who are going through the process of opening a transaction
account.

More than 160 mystery shopping events were conducted in order to build a detailed picture of
how each organisation is performing, in an area which is often overlooked but increasingly vital
in the current environment.

The businesses covered include ANZ, Bank of Queensland, BankWest, Bendigo Bank, CBA,
NAB, St George and Westpac.

By providing a linear view of each business’s performance, this study is able to provide clients
with a benchmark assessment of their customer acquisition effectiveness from appointment-
making to documentation.

CoreData’s Transaction Banking Shadow Shop study provides financial institutions with
benchmark data as to their relative position in the transaction banking market.
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What's In The Report?

Initial Contact

Who they first approached at the bank, whether they were able to help, how they were
greeted, how the staff member presented themselves, the flow of conversation, if they were
referred to another staff member.

Whether they were asked questions to develop rapport.

Perceptions of the internal and external environment of the bank, including internet access
and whether promotions and product brochures were displayed.

General Staff Impressions
The banker’s ability regarding the following attributes:
The banker’s listening skills
Whether they were clear and easy to understand

If they were easy to deal with, friendly throughout their contact, built rapport and were
trustworthy.

The Bankers Expertise and Professionalism

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

The banker’s overall expertise of the product range offered

The Quality of Information and Focus on Needs

Recommending suitable options, and explaining the reasons for any recommendations they
made

Whether the banker discussed a credit card and cheque account

If the staff member focused on the customers needs and goals

Compliance

Whether the banker given a general advice warning, if they were given a Financial Services
Guide or Terms and Condition document, if they attempted to collect any personal
information about them, and if the banker told they what would happen to their personal
information.
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Keenness and Competing for the Business
How well the banker demonstrated their keenness for their business
Whether they felt the banker was competing for their business
Whether they are likely to recommend the bank

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

o Transaction Account
o Credit Card

o0 Cheque Account

Follow Up
After the meeting were they followed up

o If so, when and how were they followed up

CoreData’s annual Transaction Banking Shadow Shop research report is an in-depth study
aimed at delivering banks key insight into the evolving needs and demands of consumers by
outlining the specific triggers influencing them to choose one transaction banking provider over
another.

The research allows transaction banking providers to understand where their internal strengths
and weaknesses lie and also allows them to be measured against the external industry
environment in terms of the attitudes and perceptions of customers seeking to open a
transaction account.
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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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