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Executive summary

The Baltic e-banking landscape is in continuous transformation, and we see a couple of important
trends that are going to continue influencing Baltic E-Banking market over the coming years.

The first trend is the expansion of e-banking functionality beyond core banking services.
This is typically being done through addition of supporting services of banks and their partners to e-
banking platforms.

The second trend is increasing usage of mobile devices for accessing the internet. As
powerful hand held devices are becoming more popular and mobile internet access is getting
affordable for mass use, solutions for mobile internet are expected to become an ever more
important part of banks' e-offerings.

The core trends that have been observed since the first Baltic e-banking study back in 2003 -
namely the growing penetration of Internet usage and the commoditization of key retail financial
products — remain in force.

Combination of these trends resulted in internet banking interfaces and public bank websites
starting to play critical roles in ensuring satisfaction of existing bank customers and attracting new
ones, thus principal competitive battles have started to take place in the e-channels.

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

In the 2007 Baltic E-Banking Report, strengths and weaknesses in the e-offerings of every Latvian,
Lithuanian and Estonian bank are analyzed, answering two principal questions:

Where are we today?

Where are our competitors?

E-offerings of every Latvian, Lithuanian and Estonian retail bank have been analyzed and scored in
four principal categories comprising well over 500 criteria, namely:

o - - -
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Lithuanian banks

Composite Ranking — Lithuania 2007
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Overall rankings 2007 in Lithuania

Rank Rank Attracting R::ias't?r"ng
2007 2006 new clients 9

clients

1 (1) | Hansabankas 8.5 8.6 171
2 (3) | SEB Vilniaus bankas 8.3 8.1 16.4
3 (5) | Parex bankas 8.1 7.8 15.9
4 | (2) | SAMPO bankas 7.9 7.6 15.5
5 (8) | Bankas SNORAS 7.0 7.0 14.0
6 (4) | Ukio bankas 6.4 6.3 12.7
7 (6) | Siauliu bankas 6.0 5.8 11.8
8 (7) DnB NORD 5.6 5.6 11.2
9 (9) | Nordea 52 5.7 10.9
10 | (10) | Medicinos bankas 4.5 4.2 8.7

AVERAGE 6.7 6.7 13.4
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Latvian banks

Composite Ranking — Latvia 2007
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Overall rankings 2007 in Latvia

Rank Rank Attracting

2007 2006 new clients

100%

1 (1) | Hansabanka 7.7 7.9 15.7
2 (6) | Latvijas Krajbanka 7.8 7.5 153
3 (2) | Hipoteku banka 7.4 7.5 14.9
4 (7) | SEB Unibanka 7.2 7.6 14.7
5 (9) NORVIK BANKA 7.3 7.2 14.5
6 (5) | Parex banka 7.0 6.9 139
7 (17) | Latvijas Biznesa Banka 7.0 6.9 13.9
8 | (12) | Nordea 6.3 6.8 13.1
9 (3) | DnB NORD 6.4 6.6 13.0
10 (10) | Trasta komercbanka 6.4 6.2 125
1 (15) | Baltic Trust Bank 6.0 6.2 12.2
12 (14) | Rietumu Banka 6.0 5.8 11.8
13 (11) | Regionala investiciju banka 55 5.8 113
14 | New | Sampo Banka 5.2 5.3 10.5
15 (8) | Komercbanka Baltikums 4.6 4.4 8.9
16 (16) | Multibanka 4.0 4.4 8.5
17 (13) | Paritate Banka 4.3 4.0 8.3
18 (18) | Latvijas Tirdzniecibas Banka 3.9 3.8 7.7

AVERAGE 6.1 6.2 12.3
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Estonian banks
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Rank Rank
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1 (1) | SEB Eesti Uhispank 8.2 8.3 16.6
2 (2) | Sampo Pank 8.1 8.2 16.3
3 (3) | Hansapank 7.8 7.7 15.6
4 (4) | Krediidipank 6.0 6.2 12.2
5 New | Parex Pank 5.5 5.7 11.2
6 (5) | Tallinna Aripank 5.2 5.2 10.4
7 (6) | Nordea 4.6 52 9.8
8 | (7) | SBM Pank 3.8 4.1 7.9
9 New | DnB NORD 2.2 2.2 4.3

Average 5.7 5.9 11.6

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their

respective companies. Opinions reflect judgment at the time and are subject to change. While every

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



November 2007 Page 8

Conclusions

1. Surprisingly Customer Service Responsiveness has worsened noticeably in all three Baltic
States as banks have answered on average fewer emails (except for Latvia where this
score has slightly improved) and were responding much slower than the last year. It
seems that most of the banks have troubles in consistently answering customer inquiries
in a timely manner.

2. Baltic Banks continue to develop new functionality both in core banking and extra service
areas, however neither clarity nor convenience results improved. This leads to the
conclusion that E-Banking development remains focused on technology rather than
usability. This is worrying as increasing penetration of e-banking puts forward the need
for e-banking solutions that are not only functional but also easy to use even for
consumers lacking computer proficiency.

3. The leaders of Baltic E-Banking market remained the same during 2007: Hansabank in
Lithuania and Latvia, SEB Uhispank at the top in Estonia.

4. Among the all Baltic banks Latvijas Biznesa Banka has made the biggest jump this year
moving from 17" to 7" position. In general, the differences between scores of Latvian
e-banking players have diminished most of the Baltic States showing heating competition
in the market.

5. In Lithuania and Estonia no banks impose fee for the e-banking services. Latvia remains to
be the follower here — a lot of banks still require various fees for using their services.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 9

Introduction

1. Introducing The Baltic E-Banking Report 2007

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

all either happy or successful - or both?

- Alan Cooper

November 1, 2007
Dear Bank Executive,

The first independent Baltic E-Banking Report, titled Triumphs and Failures on the Baltic E-Banking
Scene, was launched into life exactly five years ago during the 2003 Banking and Finance in the
Baltics conference in Riga. Within 5 years e-banking has transformed into a completely different
product concept than it was in 2003.

As the Baltic e-banking market has changed dramatically — so did the Baltic E-Banking Report. For
five years our researches were busy studying the market, inventing new features, tests and angles,
which were afterwards integrated into the Baltic E-Banking Report methodology. If five years ago
the amount of tested criteria has amounted to 100, then after five years of our work the current
criteria set constitutes 500+ criteria (28800+ collected data points this year) and will remain a
subject to the ongoing revision and improvement.

As every year, the Baltic E-Banking Report 2007 is bigger, deeper and, hopefully, contains even
more valuable insights for you.

| would like to express my sincere gratitude to all banks' executives that have purchased the Baltic
E-Banking Report 2007 and / or other our products and researches. Receiving your constructive
feedback and observing some of our recommendations being actually realized serves as the best
motivator for the Metasite Business Solutions’ Baltic E-Banking Report team to continue improving
and updating the report in order to make it even better for you in the next year.

Remember: what cannot be measured cannot be managed. The 2007 measurements are here.
Good luck!
Anatoly Krivkin

E-Banking Research Supervisor
Metasite Business Solutions

Project Coordinator
P.S. Should you be willing to directly discuss The 2007 Baltic E-Banking Report results or other

topics related to e-banking and m-banking development in the Baltics, please email me at
anatolijs.krivkins@metasite.net or call +371 255 020 15.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 10

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.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
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3. What the report offers

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

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

What this report is NOT:

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 Clarity
e Convenience
e Customer Service Responsiveness

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB
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Methodology

4. Key definitions

A number of expressions, notations and special terms are used throughout this report. To ensure
that every reader interprets the report’s contents as intended by the authors, we have chosen to
provide a short list of definitions for principal keywords below. No claim that the below definitions
are universally correct or better than others is made, as our goal here is to get to an agreement
with our reader on the meanings assigned to certain terms in the context of this report, facilitating
better understanding of the topics discussed.

Electronic banking
E-banking
Internet banking
Online banking
Online Self-Service

Public website

Internet Banking
System (IBS)

History;
Account history

Client
User
Customer

Wire transfer
Money transfer
Payment order

Transaction

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

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

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

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

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

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

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

Copyright © 2007 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
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5. General methodology

While developing the methodology for the Baltic E-Banking Report, Metasite has identified and
researched over 280+ distinct criteria characterizing a retail bank’s Internet banking offerings in
four major categories:

o - - -

Building on top of world-class methodologies for usability analysis developed by Change Sciences
Group, Alan Cooper, Jakob Nielsen, Forrester Research, Jim Sterne, as well as Gomez metrics for
analyzing use of e-channels at financial institutions, Metasite has developed a process for
evaluating an entire set of a retail bank’s online offerings based on those 280+ criteria.

Base data analyzed in this report has been gathered during field research and testing sessions that
were carried out in parallel during July-September 2007 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 2008 Baltic E-Banking Report.

The field research and testing were carried out as follows:

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

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

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

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
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6. Banks covered in the report

The following banks have been covered in the 2007 Baltic E-Banking Report (listed in alphabetical
order):

6.1 Lithuanian banks

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

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

7 SAMPO bankas WWW.sampo. |t

8  SEB Vilniaus bankas www.seb. [t

9  Siauliu bankas www.sb. [t

10 Ukio bankas www.ub. [t

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
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6.2

Latvian banks

10

11

12

13

14

15

16

17

18

Baltic Trust Bank

DnB NORD

Hansabanka

Hipoteku banka
Komercbanka Baltikums
Latvijas Biznesa Banka
Latvijas Krajbanka

Latvijas Tirdzniecibas Banka
Multibanka

Nordea

NORVIK BANKA

Parex banka

Paritate Banka

Regionala investiciju banka
Rietumu Banka

Sampo Banka

SEB Unibanka

Trasta komercbanka

www.btb.lv
www.dnbnord.lv
www.hansabanka.lv
www.hipo.lv

www. baltikums.lv
www.lbb.lv

www. lkb.lv
www.[tblv.com
www.multibanka.lv
www.nordea.lv
WwWWw.norvik. v
WWW.parex.lv
www.paritate.lv
www.rib.lv
www.rietumu.lv
www.sampobanka.lv
WwWWw.seb.lv

www. tkb.lv

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their
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6.3 Estonian banks

1 DnB NORD www.dnbnord.ee

2 Hansapank www.hansa.ee

3 Krediidipank www.krediidipank.ee

4 Nordea www.nordea.ee

5  Parex Pank WWW.parex.ee

6 Sampo Pank www.sampopank.ee
7  SBM Pank www.sbmbank.

8  SEB Uhispank www.seb.ee

9 Tallinna Aripank www.tbb.ee

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
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7. Banks excluded from the research

7.1 Reasons for exclusion

Since we were seeking to research the range, quality and functionality of online banking services
offered by banks to regular domestic clients, some banks were excluded from the 2007 study
because of one or both of the following reasons:

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

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

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

7.2 Excluded Lithuanian banks

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

7.3 Excluded Latvian banks

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

Aizkraukles Banka To open an account, taking out of a loan in the bank is
mandatory.
Vef banka At the time of the testing bank was not offering for new

retail customers the opening of new accounts.

Baltic International Bank To open an account for a private customer, the bank
required a minimum deposit of LVL 10,000, indicating a
clear non — retail orientation.

7.4 Excluded Estonian banks

UniCreditBank The bank denied a request to open an account for a private
client

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
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8. E-Banking Fees

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

8.1 Lithuanian banks

Bank Name Opfeer:ng Ag::r:?nnga I M?:tehly Cltfazlng Ig?ot,:af::g-
costs
Bankas SNORAS LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
DnB NORD LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Hansabankas' LTL 0.00 LTL 4.99 LTL 0.00 LTL 0.00 LTL 0.80
Medicinos bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Nordea LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.55
Parex bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.90
SAMPO bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
SEB Vilniaus Bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Siauliu bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Ukio bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80

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

' A monthly fee of 4.99 LTL for human - operated phone banking services.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
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8.2 Latvian banks
Bank Name Opfe;neing A::;tr:?nn; I M(;:tehly CI?esLng uztsi(::\afnes: -
costs

Baltic Trust Bank' LVL 1.00 LVL 2.00 LVL 3.00 LVL 0.00 LVL 0.20
DnB NORD? LVL 3.00 LVL 5.00 LVL 0.00 LVL 0.00 LVL 0.20
Hansabanka LVL 5.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Hipoteku banka LVL 1.00 LVL 0.00 LVL 0.00 LVL 1.00 LVL 0.20
Komercbanka Baltikums® LVL 5.00 LVL 10.00 LVL 0.00 LVL 0.00 LVL 0.30
Latvijas Biznesa banka* LVL 0.00 LVL 1.00 LVL 0.00 LVL 0.00 LVL0.15
Latvijas Krajbanka LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL0.15
Latvijas Tirdzniecibas banka® LVL 1.00 LVL 10.00 LVL 0.00 LVL 0.00 LVL 0.15
Multibanka LVL 1.50 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 0.15
NORVIK BANKA LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.15
Parex banka® LVL 1.50 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Paritate Banka LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Regionala investiciju banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 10.00 LVL 0.20
Rietumu Banka’ LVL 10.00 LVL 10.00 LVL 5.00 LVL 10.00 LVL 0.20
Sampo Banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
SEB Unibanka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
Trasta komercbanka® LVL 2.00 LVL 20.00 LVL 0.00 LVL 0.00 LVL 0.25

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

12.00 LVL is being charged for client’s provision with code table for human- operated mobile banking and 3.00 LVL is
monthly fee for human — operated phone banking services.

25.00 LVL is being charged for client’s provision with code calculator “Digipass GO 3".

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

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

>10.00 LVL is being charged for IBS log in codes.

8IBS transaction fee is 0.20 LVL for local transfers in lats if sum is less than 50 000 LVL.

74.00 LVL is monthly fee for Internet Banking services and 1.00 LVL for Mobile Banking services.

8 Trasta Komercbanka charges 20.00 LVL for client’s provision with code calculator “Digi Pass”.
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8.3 Estonian banks
Bank Name Opfe;neing A::(::?nn; I M(;:tehly CI?eSieng IthiSOtr:—afz:3-
costs

DnB NORD' EEK 0.00 EEK 200.00 EEK 0.00 EEK 0.00 EEK 2.00
Hansapank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 6.00
Krediidipank EEK 0.00 EEK 0.00 EEK 5.00 EEK 0.00 EEK 0.00
Nordea? EEK 0.00 EEK 0.00 EEK 35.00 EEK 0.00 EEK 0.00
Parex Pank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
Sampo Pank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
SBM Pank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
SEB Uhispank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 3.00
Tallinna Aripank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00

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

1200.00 EEK is being charged for client’s provision with code calculator.

220.00 EEK is monthly fee for internet banking services and 15.00 EEK is monthly fee for human — operated phone

banking services.
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9. Subject of the research

9.1 What was researched

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

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

Retail
Clients

Internet
banking
system

Public
website

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

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

10.1 The four tests in brief

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

Screening { ‘ Selection of retail banks ’

Testing { Functionality —
Analysis
Benchmarks

A brief explanation of every category is provided further:

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

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

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

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

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

Testing Functionality

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

Structure

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

An example:

Category: Functionality

Subcategory: Transactions

Criteria: s it possible to set up automatic periodical payments

Evaluation: Yes

Functionality subcategories

1. Sign-up section 7. Deposits

2. Login section 8. Loans

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

5. Utility payments 11. Extra services

6. Help system

Testing process

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

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

Extra Services subcategory

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

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

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

Leasing

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

Pension Funds

Investment Funds

The following aspects were tested for Extra Services:

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

Ability to view/print a generic version of an agreement

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

TeSting { FunCtionaIity - - -

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

Structure

Clarity subcategories

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

Testing process

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

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

The users are required to carry out the following tasks:

In the public website In the Internet Banking System

1. Find out how to open a personal account | 5 check the account balance
2. Research the terms of taking out a loan 6. Execute a domestic money transfer
3. Research the terms of placing a deposit 7. Log-out
4

Log-in to the Internet Banking System.

Presentation of the results

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

e clarity of public website's navigation.

Internet Banking System clarity index is counted as a simple average of the following parameters:
e  clarity of functional elements;
e clarity of internet banking system layout;
e internet banking system text readability;

e clarity of internet banking system navigation.

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

Overall Clarity
test result

Clarity of Information Text Clarity of Clarity of Text Clar|t‘y of Clarity of
o " L . functional C
layout organization readability navigation layout readability clements navigation

. Clarity of details Presentation Clarity of
Information ) -
resentation | | O €ore banking of functional core
P products elements IBS functions

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

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

TeSting { FunCtionaIity - - -

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

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

Structure

The process in more detail:

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

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

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

Log off Full log off from the Internet Banking System.

Testing process

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

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

Convenience test criteria:

Overall time needed for every step } Time

Number of mouse clicks needed C )
Pages necessary to load onvenience

Data entered (number of keystrokes)

Effort

AwnN =
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Presentation of the results

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

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

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

The sequence illustrated

On the next three pages the above described convenience testing sequence is illustrated, making
use of the Parex Banka (Latvia) e-banking system screenshots.
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Open Public Website

hed

Kontrole Parex bankas

Pieeja ar Maxi karti
raErioan] Click to activate and use this control INEMaIDAnk )
mess Cficidlais Ametican Express —
kreditkariu izplatitajs Latvia q r —
@ redikarsuzpEias L3 Augsti pelnas procenti 100% kontrole 24 h pieeja

PAREX INTERNETBANKA
PiesiEgianas vards:

L =\

Internetbankas DEMO versija

PRIVATPERSONAM > UZNEMUMIEM > PAR BANKU

Termindepozita procentu likmes

04.09.07.
P

Akcija American Express
kreditkarsu lietotajiem

Latvija .
LATVISKI NO-PYCCHH IN ENGLISH

24.08,

PAREX INTERNETBANKA

Visi i

LODZU. IEVADIET PIESLEGSANAS VARDU UN PAROLI:

I Informacija par Interne@

I Noguldijumi
| Internetbankas prezentacija

| Parex bankas majas lapa

Shesipna

Aizmirsat paroli vai pieslégéanas vardu?

Uzmanbu! Izlasiet informciu par Internetbankas drofu hetusanu
Par Internetbankas lictoSanu bez liguma "Par Internetbant IE
ligtotdja zinas un pretéji vipa gribai iestdjas krimindlatbildiba saskana ar Latvuas Republikas
Kriminalikumu.

" noteikta

Al

Enter passwords

LATVISKI NO-PYCCHH IM ENGLISH

PAREX INTERNETBANKA

FEdEja sekmigd pieslé:

LODZU, IEVADIET AUTORIZACIJAS KODU:

levadiet kodu ar numuru 19: _

06.09.2007 / 21:23 no 158.1

30.07.2007 /14:09 no 159.1

e

Uzmanibu! Izlaziet informaciju par Internetbankas droZu Iietnsanu.
Par Internetbankas lieto£anu bez liguma “Par Inter IEgs
lietotdja zipas un pretéji vina gribai iestajas kri
Krimingllikumu.

un apkalp " noteiktd

kana ar Latvijas R

(+371) 6701 0000

04.09.2007 /12:33 no 1%42

P&déja nesekmiga pieslégs

48.123.142

PE&dEja nepabeigti pieslégianis:

48123142

-
@ AS "Parex banka” 2001

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While every
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB
cannot be held responsible for the validity of information provided.

metasite




November 2007 Page 31

PAREX INTERNETBANKA LATVISKI NO-PYCCHM IN El Log in to IBS

JASCISENS VITALIIS

Nekustama ipasuma nodokli
1 Jums nav jaunu zigojumu, par eékam un buvém Rigas pilséta

; BANK b

A L INVEST] 2 \ AMETR

Pamatinformacija | Sarakste ar operatoru | Darbibu saraksts | Zipojumu délis

Lietotajs: Vitalijs Jaséigens Paireiz&jais Bankas datums un lsiks: 06.09.07 / 21:29
3= apkalpo: Internetbankas operators (tslrunis:(+371) 6710 7575)
Informacijas talrunis: (+371) 6701 0000 Maks&jumu karsu uzzipas: (+371) 6701 0000

B
i Jums nav jaunu zinojumu.
[Jkontus bez maksajumu kartem [ kreditus
Kontus ar maksSjumu kartem [ pepozitus
& JASEISENS VITALIIS
Konts Atlikums
LVL LVB2PARX0009497110001 3.35

ISIC-VISA EL: VITALIIS JASCISENS

Operatora talrunis:(+371) 6710 7575

MaksSjumu kariu uzzipss: (+371) 6701 0000 e

KI ND-PYCCHH IN ENGLISH CheCk Balance

PAREX INTERNETBANKA

JASCISENS VITALIS

Nekustama Tpasuma nodokli
pilseta

£ Jums nav jaunu zinojumu.

: KA
’

Pamatinformacija | Sarakste ar operatoru | Darbibu saraksts | Zinojumu délis

Lietotajs: Vitalijs JasCisens Paireizjais Bankas datums un laiks: 06.09.07 f 21:29
Jas apkalpo: Internetbankas operators (talrunis:(+371) 6710 7573)
Informacijas talrunis: (+371) 6701 0000 MaksSjumu kardu uzzipas: (+371) 6701 0000

B
T Jums nav jauny zinojumu.
[kentus bez maksgjumu kartm [Jkreditus

Kontus ar makssjumu kartém [Jpepozitus
b JASCISENS VITALIIS
Konts Atlikums.
LVL LVS2PARX0000407110001 9.35

ISIC-VISA EL: VITALIJIS JASCISENS

Operatora talrunis: (+371) 6710 7575

Maksajumu karfu uzzinas: (+371) 6701 0000 SIEHETCLET ] SR

Enter domestic payment

JasCISENS VITALIS TA

PAREX SMS BANKU
ART MAKSAJUMU KARTEI!

I —

E4 Jums nav jaunu Finojumu

BANKA INVES

Jauns maksajums | Saraksis | Sabloni | Impors | Meklgt

Maksajuma numurs: I—
Septembris v

Izpildes datums:

Valitas mainas
kalkulators

Paraugi
MAKSATAIS
Maksdjuma veids: | cTANDARTA w
No konta: | B
Summa: | [Lve - Latvias lats !
SANEMEIS
Sap&méja konts: |
&mé&ja vards, srds/uzné !
nosaukums:

Sap&maéja rezidences valsts: ||| aTuia Py
Sapéméja persanas kods/pases Nr./ ’—'
uzpémuma reg. Nr. :
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| Enter payment details

Maksajuma numurs:

Izpildes datums: [g v [septembris [v| [2007 v

MAKSATAIS
MaksSjuma veids: | cTANDARTA
No konta: |V|5A ELECTRON LWL LVE3PARX0009457110001 (9.36) v
Summa: 3 | LVL - Latvijas lats v
SANEMEIS

Sapéméja konts: [} ngppTT0262513923601

Sapéméja vards, uzvards/uzpémuma

S/uzpemuMA vitalls Jastiens

Sapéméja rezidences valsts: | LV - LATVLA " |

Sapé&méja personas kods/pases Nr./ 250386-10308
uzpémuma red. Nr. :

A wsi | PR Lo~ I 1

| Sign the payment order

Maks3ajuma numurs:

Izpildes datums: 05.0%.07

MAKSATAIS
Maksajuma wveids: STANDARTA

No konta: LVL LV83PARX0005457110001 VITALIIS
JASCISENS

Summa: 1.00
WValita: LVL
Klienta vards: JASCISENS VITALIIS
Personas kods/Registracijas numurs: 250386-10308

SANEMEIS
Sapémeéja banka: PARITATE BAMKA
Bankas kods: PRTTLVZZXHX
Sapeémeéeja IBAN: LVOSPRTTO262513923601
Sapéméja vards, uzvards/uzpEémuma nosaukums: Vitdlijs Jastifens
Sapéméja rezidences valsts: LV - LATVIIA

Sapéméja personas kods/pases Nr./ uzpémuma red. 250386-10308
Nr. :

Pamatojums: EER

MAKSAJUMA PARAKSTS

INVESTI

Jauns maksdjums | Saraksts | Sabloni | Impors | Meklét

Complete the transaction

Internetbanka

Maksajums sekmigi nosutits.
Ludzu, turpiniet darbu, noradot vajadzigo izvélni.

Sis maks3jums tika izveidots no $ablona Vitalijs. Noklikskiniet uz pogas
"Saglabat”, ja vElaties atjaunot ablonu Vvitalijs.

So maks3jumu iesp&jams saglabat k3 jaunu Sablonu.

Sablona vards:

Operators talrunis:(+371) 6710 7575
Maksgjumu kariu uzzipas: (+371) 6701 0000

© AS "Parex banka" 2001
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10.5 Customer Service Responsiveness test

Tes“ng FunCtionaIity - - -

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. A couple of
examples are further provided:

Hello,

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

Cheers, ...

Sir/Madam,

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

Thanks, ...

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 34

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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10.6 Mobile banking

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

NOTE: as this area of electronic banking is underdeveloped and undergoing essential
transformations, the results of Mobile banking test are not included in overall composite
ranking for 2007.

Structure

Mobile banking subcategories

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

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

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

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

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

Testing process

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

Presentation of results

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

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

e Attracting new clients
e Retaining current clients

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

Functionality 3 3
3 2

2 3

Responsiveness 2 2
SUM 10 10

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

TeSting - - - -

12. Functionality

Lithuanian banks

Overall Functionality results for Lithuanian banks

AVERAGE

Nordea

Medicinos bankas
Bankas SNORAS
DnB NORD

Ukio bankas

Siauliu bankas
SAMPO bankas
Parex bankas

SEB Vilniaus bankas

Hansabankas

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

Higher figures represent better results

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.




November 2007 Page 38

Latvian banks

Overall functionality - Latvian banks

AVERAGE

Paritate Banka

Latvijas Tirdzniecibas Banka
Komercbanka Baltikums
Multibanka

Rietumu Banka

Sampo Banka

Regionala investiciju banka
Nordea

Trasta komercbanka

Baltic Trust Bank

Latvijas Biznesa Banka

Parex banka
Latvijas Krajbanka
SEB Unibanka
DnB NORD
Hipoteku banka
NORVIK BANKA
Hansabanka

T T T T T T T 1

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

Higher figures represent better results
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Estonian banks

Overall Functionality results for Estonian banks

AVERAGE

SBM Pank

Parex Pank
Nordea

Tallinna Aripank

DnB NORD

Krediidipank

Sampo Pank

Hansapank

SEB Eesti Uhispank

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

Higher figures represent better results
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12.1 Sign up

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

Lithuanian banks

Sign Up functionality in Lithuanian banks

AVERAGE

Nordea

Medicinos bankas
SEB Vilniaus bankas
SAMPO bankas

Parex bankas

Hansabankas
DnB NORD
Bankas SNORAS
Ukio bankas

Siauliu bankas

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

Higher figures represent better results

Detailed testing results
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Filling the account opening form on the Internet = - -
A single telephone number for information EO T B O (R B I +
A single email address for information + |+ |+ +l+ [+ |+ ]+ ]+
Bank SWIFT code provided in the first page of the website o e T e I A S I
Addresses of the branches provided in the bank’s public website + |+ +[F ] ]+ |+
Working hours of the branches provided in the bank's public website EO S B A (RS S B o A S
Telephone numbers of the branches provided in the bank'’s public website o (P I T IR ) I B B
Printable user manual of the IBS provided R R (R ) IR i R I

Demo-user (try out) version provided B O N I I i VR B I

Full information about the price of IBS E T T O I e e e
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Commentary

9 out of 10 criteria are fulfilled by Siauliu bankas. This bank has showed the best practices
in criteria “Printable user manual of the IBS provided” and “Demo — user (try out) version
provided”.

Bankas SNORAS and Nordea provide their clients with some information/tutorial about
the usage of IBS. However, if the information was more detailed, it would be easier for
inexperienced users to use the systems.

None of the tested banks have met the criteria “Filling the account opening form on the
internet”. Most of the banks have necessary downloadable forms online, providing the
possibility to fill in the forms elsewhere.

Most of the banks’ public websites lack a clear IBS user's manual, which could be
downloaded and printed as an aid for a user. Only few banks have decent (informative,
nicely formatted, and clear) user’s manuals.

Demo versions of IBSs are not common. There are only few IBS demo versions, where it is
possible to actually input codes and try to execute an operation. Most of the demo
versions are designed in a form of presentations.

Instead of providing users with telephone numbers, Parex bankas provides fax numbers
of its branches:

Filialai ir klienty aptarnavimo skyriai

Jiisu skambuéiy laukiame darbo dienomis nuo .00 iki 17.00, penktadieniais iki 15.45 nemekamu telefonu 8 800 72739.

Vilnius

o5 -03107 Vilnius
OEpATER
Darbo laikas: HV: 8.00 - 17.00, V: 8.00 - 15.45

Vilniaus filialas
K Kalinausko g. 13, LT-03107 Vinius

Faksas (8~5) 266 47 01

info@parex it

Darbo laikas: HV: 8.00 - 17.00, V: 8.00 - 15.45

Antakalnio klienty aptaravimo skyrius
Antakalnio g. 86, LT-10204 Vinius

Faksas (8~5) 2159625

Darbo laikas: 1V: 9.00 - 19.00, VI: 10.00 - 18.00

FabijoniSkiy klienty aptamavimo skyrius

5. Stanevitiaus g. 23, (prekybos centras K Jovaras), LT-07133 Vinius
Faksas (%) 245 03 96

Darbo laikas: 1V: 8.00 - 19.00, VI: 10.00 - 16.00, VI 10.00 - 14.00

Gedimino klienty aptarmavimo skyrius
Gedimino pr. 26, LT-01104 Vinius

Faksas (8~5) 266 48 01

Darbo laikas: HV: 8.30 - 18.00, V: £.30-17.00
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Latvian banks

Sign Up functionality in Latvian banks

AVERAGE |
Nordea | LE%‘__L

SEB Unibank |
Multibanka7
Banka |

Latvijas Biznesa Banka

80%
80%
| o
Latvijas Tirdzniecibas Banka 80%
T 80%
80%
80%
80%
80%
80%

Regionala investiciju banka

Trasta komercbanka

Latvijas Krajbank

Hipoteku banka

Sampo Banka
Baltic Trust Bank

Paritate Banka

Parex banka

80%

Komercbanka Baltikums
Hansabanka

NORVIK BANKA

DnB NORD

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

Higher figures represent better results

Detailed testing results
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Filling the account opening form on the Internet CON I R I R I CO I R N B R -
A single telephone number for information R N B S e R S S B L R
A single email address for information R P N (R N R N R B (R
Baerz)k?;/VIFTcodeprowded in the first page of the el s lalolalalaolalalslalslalclalsls
websi

Addresses of the branches provided in the bank’s
public website

Working hours of the branches provided in the bank’s

. . O T o T I I IR T IR | o R B B B B S
public website
Telep'hone numbers of the branches provided in the cla e lalalalalalal o lalalolalelalsls
bank's public website
Printable user manual of the IBS provided Ea T R I S B A T I B B B S N R S
Demo-user (try out) version provided RO S IR S IR (R IR I (R I I [ IR () B (i (R
Full information about the price of IBS RO S IR S IS (R VAR (AR S I A ISR () R B (R 'S
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Commentary

e Banka Paritate is the only bank in Latvia that provides an option to fill in the account
opening form online.

e Hansabanka does not provide telephones of all its branches. Meanwhile, fax numbers are
present for all the bank’s branches.

e Llatvian banks do not provide users with comprehensive user's manuals. Most of these
manuals contain information only about logging in and security issues.

e The least completed criterion is “Filling the account opening form on the Internet”. Only
Trasta Komercbanka explains why it is not offering this service:

Account opening B send B prim

We are looking forward to a close cooperation with you and we will gladly assist you in preparation of all
documents required for opening an account!

To arrive at the best decisions especially for you and provide the most convenient operating conditions for your account
we should meet to discuss your ideas and needs before the beginning of our cooperation.

— such a way of communication does not allow establishing trust-based relationship, which
TKE maintains with its clients. To open an account, please visit the Bank, our representative offices abroad or TKE
branch.

e  When one clicks on the link “legadaties tulit” (to get immediately )iln the public website
of Latvijas Biznesa Banka, an error occurs:

Norékinu konts =)
Arnorékinu konta palidzibu bankas klienti var izmantot daZ3dus bankas produktus
un pakalpojumus, klienti var brivi rikoties ar kontd eso&iem naudas lidzekliem. ® Pakalpojuma apraksts
Liguma paraugs
Kad JOs bisiet kluvis par norékinu konta fpasnieku, Jums bis pieejami visi Cenradis
pieprasitikie bankas produkti: Noteikumi

Tegadaties tofit!

Skaidras naudas operacijas

|

@ g/ forvew 1B, Iw‘lwes\dent’kalaiog/d"’buynbw 1&product id=102 - Windaws Internet Explarer | B
@U (&) Http//www\bh\v/lwes\dEnt/kata\ng/(f’buynuw.l&pmdu(t id=10; + [ 49| x | Liv 2 -
& -
| o~ - M":]'PEQEV-_;TDO\;v”
Location: https://ibank Ibb lv/cms payment jsp?
amnt=23 ecurr=1 VL. &bcode=NORDI B&bacc=L VINR(0888388888888888888&bname=Tele+2&t =111111-
333333 &binfo=Zcltatzivti%C5%86as+aun%C4%8 1 +m Hepirk%C5%
Alana&sid=43ad7e25fa35aa01e2743203402ecd67 &l =tv
<« [ a
@ Internet | Protected Mode: Off H100% -
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Estonian banks

Sign Up functionality in Estonian banks

AVERAGE
SBM Pank

Nordea

Parex Pank

Tallinna Aripank

Hansapank

DnB NORD

Sampo Pank
Krediidipank

SEB Eesti Uhispank

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

70%

80% 90% 100%

Detailed testing results

Higher figures represent better results

A single email address for information
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Filling the account opening form on the Internet - N I
A single telephone number for information + e[+ [+ |+ [+ [+]+
+ |+ |+ - |+ ]+ |+ ]|+

Bank SWIFT code provided in the first page of the website

Addresses of the branches provided in the bank’s public website

Working hours of the branches provided in the bank’s public website

Telephone numbers of the branches provided in the bank’s public website

Printable user manual of the IBS provided

Demo-user (try out) version provided

Full information about the price of IBS
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Commentary

e DnB NORD, Sampo Pank, Krediidipank and SEB Eesti Uhispank have met 90 % of all the
testing criteria in this category.

e None of Estonian banks offer their clients to fill in the account opening form on the
internet.

e Hansapank has a very convenient option of sorting branches by working on Saturdays or
after 17.00 in the contacts section:

Hansabank branches—

List of all branches¢” List of branches open on Saturdays  List of branches open after 5 PM

Tallinn
Director Eve Vuks

Rocca al Mare Tallinn, Paldiski mnt. 102 5310310 Mon-Fri 10.00-20.00
Keskus Sat 10,00-20.00

Sularaha sisse- ja
véljamaksed ainult automaadi
vahendusel.

Gismse Talinn, Gismae tee 1b 6310310 Mon-Fri 10.00-18.00
Sat 10.00-15.00

Foorumi Tallinn, Hobujaama 10/Marva mnt 5 6310310 Mon-Fri 9.00-19.00
Sat 10.00-15.00
Kawe Tallinn, P&rnu mnt 15 5310310 Mon-Fri 9.00-19.00

Sat 10.00-15.00

e There is an e-mail link in the right lower corner of Tallinna Aripank’s site. Link is working,
but the e-mail address font is “invisible”:

inna Aripank - Uudised - Windows Intarnet Cxplarer

G_‘., v (] bt tbb el B
PO L ap——— : [ = = R T S
it BE5 S &ET &
Sk I tver 1247 1331
N "r‘ Patnum 1288 1283
Tew somal Juuli 2007 T oL [T 8 an
T Tahtajalised hoiused —sre——
T kroonides kiikidele o
- Ielientidele
Tedli | "T‘\ { [ Ratrausvahelised ilekanded
- W 5.0% sustas
IT"\
T vBirmelus Ratwrrvahelised ekandod
i i avadda holust iitvedt eravisikelt tesele
1 ikt
: ‘!D :I ‘!“‘l ‘: I: it o Inh_rn_t_tip.ll!gd:- ima pan ¢ to!
31T B s | oS0 st E
BUBEBETH®
30 31 l
Eesti Pangaliidy jubahes olsustas e famisie oo —_—

Soeld ol san alales 2 maist 2007 inbermelipanga parooliksardga leha enam Gl
0000-kreeniseid tehinguid

Soases nimetahed musdahrstega lastab Talinna Afgank irtemeSganga kesulagalele

Palun péiteduge ks (dhimasse Tolinna Aipangas
kontorisse

Bank Cards In
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12.2 Login

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

Lithuanian banks

Login functionality in Lithuanian banks

AVERAGE

Nordea

Medicinos bankas

Siauliu bankas

SEB Vilniaus bankas
SAMPO bankas

DnB NORD

Ukio bankas

Parex bankas

Hansabankas
Bankas SNORAS

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

Higher figures represent better results
Detailed testing results
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IBS log in field on the first page of the bank website |+ [+ |+ [+ ]+ +]+
Clear error recovery messages, if incorrect data is entered + |+ |+ + [+ |+ [+ ]+ + [+
Help directions are given in the error messages + | - |+ JR (R (P (i (R
Help directions are given if you forget the password or log-in information |+ -] -]+ + +
Information about the last log in is provided (time/date). Ea P T 2 BT 2 IS I B
User name can be seen on every page of the IBS Ea R T R I o o o B
Clear and always accessible log off button |+ [+ |+ ]+ [+ ]+ +]+
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Commentary

e Bankas SNORAS, Hansabankas, Ukio bankas and Parex bankas have met all the testing
criteria in this category.

e The least fulfilled criterion is: “Help directions are given if you forget the password or
log-in information”.

e  Most of the banks have links to a help system. Meanwhile these links are not very useful,
since they provide only some contact numbers without any suggestions, explanations or
solutions.

e  All banks have a clear log off button accessible in each page within the IBS.
e Most of the banks provide last log in information and user name on each page.

e  SAMPO bankas has a link "forgot the password" under the login field. However, when the
link is selected, redirection to the rules of usage of the IBS follows. No information about
forgotten passwords is provided there:

SAMPO e-bankas

= Kaip saugiai naudotis &

= Kaip tapti e-banko vartotoju

» Reikiz pagalbos? (DK,
Rleat grjus

* Pamirfau slaptaZodi

[¥] Kaip uzblokuoti banko kortele? [7] valiuty kursai

[2] Paslauguy ikainiai [?] Investiciniu fondu vienety kainos

[¥] Aptarnavimo skyriy darbo laikas [z] Pasikonsultuokite su SAMPO

5] SAMPO banko rekvizitai finansuy makleriu

[] Bankai korespondentai [l Kauskite SAMPO konsultanto qukaitos Iiku&ius
ir jplaukas

Skaiciuoklés ir jrankiai: UZsisakykite internetu:

Valiutos keitimas vl Paskola bistui vi Uzsisakyti

'

Naudojimosi taisyklés D= . AA SAMPO e-bankas
1. Klientas, SAMPO e-banko vartotojas (toliau - Vartotojas), turi vykdyti savo W

|sipareigojimus, numatytus banko sgskaitos sutartyje.

* Kaip saugiai naudotis @

= Kaip tapti e-banke vartotoju
« Reikiz pagalbos? (D.U.K.)
Tapatybés nustatymo priemonés » E-banke instruktorius

+ Naudejimesi taisyklés

2. Bankas Vartotojui suteikia Zias tapatybés nustatymo priemones

2.1. Vartotojo ID - vartotojo kodas, nurodytas banko saskaitos sutarties specialioje

dalyje.

2.2. Pirminis Vartotojo slaptaodis - pateikiamas voke kartu su banko sgskaitos

sutarties specialigja dalimi.
2.3. SlaptaodzZiy kortelé - plastikiné kortelé su 24 slaptaZodZiy rinkiniu.

2.4. SlaptaZzodziy generatorius - jrenginys, kuris pagal specialy algoritma sudaro
unikalius slaptaZodZiy rinkinius {(naudojamas vietoj slaptaZodZiy korteles).
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Latvian banks

Login functionality in Latvian banks

AVERAGE
Paritate Banka

Hipoteku banka
Baltic Trust Bank

Komercbanka Baltikums |

71%
71%
71%
71%
71%

Regionala investiciju banka

Trasta komercbanka
Latvijas Tirdzniecibas Banka
Multibanka

Latvijas Bi Banka
DnB NORD
SEB Unibanka

71%

Hansabanka
NORVIK BANKA
Latvijas Krajbanka
Sampo Banka
Rietumu Banka

Parex banka

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

Higher figures represent better results

Detailed testing results
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IBS log in field on the first page of the bank website R I IR S (R NS I 2 N R e S 0 R
Clear error recovery messages, if incorrect data is cl ol e lalalalalalelalls]. N P I
entered
Help directions are given in the error messages SO IR N B B (R IR I I e IR e (T B I
Help directions are given if you forget the passwordor | 0 | Cf | bl ool e el ool el |+
log-in information
Information about the last log in is provided el el et a el el e lalalalalalalalels
(time/date).
User name can be seen on every page of the IBS S I ) N (N N I (N S IR e I e B
Clear and always accessible log off button S U B S S e T S N S e N 2 N B (R
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Commentary

e The least fulfilled criterion is: “Help directions are given in the error messages.” Sampo
Banka has showed the best practice in this category by fulfilling this criterion:

Pieslagiana da do it Emhore m|

£ https:/febanka.sampobanka.lvjib01 fibserver fpagesfibhtm01_lat htm ]

leeja sistéma nav izdevusies

LOdzu, pérbaudiet lietotaja kodu un paroli.

Lietotaja kods un parole jaievada latinu burtiem, izmantojot datora standarta simbolus. Parbaudiet sistémas tastatras valodas regionalos

uzstadijumus.

Ja josu parolg ir cipari un JOs tos ievadot izmantojot tastatiras ciparu bloku, parbaudiet, vai ieslégts "Num Lock".

Kodu kartZ att&lotie burtu simboli ir mazika izméra par attlotiem cipariem.

Ja esat aizmirsis savu lietotaja kodu un paroli, 10dzu, apmekigjiet tuvako Sampo Bankas klientu apkalpoianas centru.

Méginiet isiet vElreiz.

Done & Intemet F100%

e Only some of Latvian banks have a direct link to help on login information section. Parex
banka and DnB NORD have clear and accessible link next to log — in fields:

LODZU, IEVADIET PIESLEGSANAS VARDU UN PAROLI:

C— |

nevaru ieiet internetbanks

st

Alzmirsat par pieslégSanas vardu?

e All banks in Latvia provide their users with an IBS log in field on the first page of a bank's
public website and a clear and always accessible log off button.

e Instead of providing help directions in the error messages, Nordea's IBS provide its users
with an incomprehensible number:

Jisu klienta numurs nesakrit ar paro]i

Klienta numurs

Parole

I
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Estonian banks

Login functionality in Estonian banks

AVERAGE 71%
Parex Pank 57%
Tallinna Aripank L57l
SBM Pank 57%
DnB NORD 71%
Nordea Lﬂl
Krediidipank 71%
Sampo Pank 86%
SEB Eesti Uhispank 86%
Hansapank 86%

1 T T T T T T T T T 1
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Higher figures represent better results

Detailed testing results
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IBS log in field on the first page of the bank website +l+ |+ |+ |+ +]|+[+]+
Clear error recovery messages, if incorrect data is entered FO R IS S S S T R
Help directions are given in the error messages R S I R B ) I
Help directions are given if you forget the password or log-in information R I I S A R R B I
Information about the last log in is provided (time/date). N e A I BN (R BN S
User name can be seen on every page of the IBS EOl 2 IS I S S A B
Clear and always accessible log off button FO R IS S S R T B
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Commentary

All banks in Estonia provide users with an IBS log in field on the first page of a bank’s
public website, and with a clear and always accessible log off button.

Only IBSs of SEB Eesti Uhispank and Nordea contain help directions in the error messages.

Nordea is the only bank, which IBS has not fulfilled criterion “User name can be seen on
every page of the IBS.”

Only in case of DnB NORD a user can see a clear and accessible link to the help section
while logging in:

www.inord.ee

Login name: |

= International - Norwegian and German banking backaround and strong sharehalders' supportd
Successful in Baltics - 3rd biggest bank in Lithuania and 3-4th biggest bank in Latvia
= Looking for long-term dlient relationship i

+Icannotlog In

« Local management
= Dedicated team to provide best services
= Very competitive prices and solutions

= Fast decision making process, simplicity in dealing wiht DnB NORD Bank

(& | http:jfwws. dnbnord, bfenfinternet-office/ManualfProblemu-situacijasiNevaru-isiet-sistemaf

<

L ]
tNORD s y

www.inord.lv

- - |

= I cannot Log In & print

USER'S GUIDE If you can't enter Internet bank, please check:

News 1. Whether "Caps Lock" is not pressed on the keyboard.

General instructions 2. Whether in the lower right corner (near the clock) is displayed Latvian
language - the flag or "LV" symbols. (English is alsa sligible.)
First Log In

BANK 3. Make sure that you enter your "login password”, not he "approve password".
INFORMATION 4. Make sure that your "login name/ username” entered is correct.

CONFIGURATION 5. Be careful when entering the code (key) from the cade chart. You have to enter
_ just 7-digits combination specified in brackets after the sequence number.

How to operate the system

How to obtain the information ...

Try entering again by clicking on "Enter" just once.
How to operate with pavments

How to monitor discharge of pavments If you fail please dial Internet bank 24-hours service line (+371) 7015284,

How to build iNORD for yourself

Problem situations
% T cannot Lag In
1 cannot send a payment

1 have sent 3 wrong pavment

P Schroes =

53

(1 item remaining) Waiting For https vy, dnbnard v /en/internet-office{ManualfProblemu-sil [ I8 Unknown Zone H 0% -
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12.3 Account information

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

account balances and reviewing transactional history.

Lithuanian banks

Account information functionality in Lithuanian banks

AVERAGE

Nordea

Medicinos bankas
DnB NORD

Ukio bankas

SEB Vilniaus bankas
SAMPO bankas

Siauliu bankas
Parex bankas

Hansabankas

Bankas SNORAS

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

80% 90% 100%

Higher figures represent better results
Detailed testing results
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slZ|g|l8|le|lx|=[5|2|=2
HEBEEEEEFIHE
SI8|2|=[2|&8|13[8]&]|3
Accounts list page with all accounts |+ [+ |+ ] +]+
Customizing the accounts list page + + |+
Date and time of the last transaction shown in the accounts list page - - o I I I -
Direct link from the account to the list of transactions I D i B T R T i
Sorting transactions by the required date FO S (R S N I IO O A S
Printable version of the transactions history + |+ |+ |+ + |+ [+ |+ ]+
Saving the list of transactions to file + |+ |+ |+ + |+ [+ ]|+ ]+
Possibility to sort transactions by amount of money transferred -+ - + N
Possibility to sort transactions by currency + | - 8 + |+ |+ -
Type of account is displayed on the accounts page - - = |- - -

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While every
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB
cannot be held responsible for the validity of information provided.

metasite




November 2007

Page 53

Commentary

e The least completed criterion in this testing category is: “Type of account is displayed on

the accounts list page.”

e Nordea lacks a printable version of transactions history, as well as possibility to save
transactions history into a file.

e Many banks in Lithuania offer customization of the accounts list page. However, a user
has to customize accounts list page every single he logs in — the system does not save
changes this type of setting. For example, in Parex bankas it is possible to customize the
accounts list page by currency. However, one must customize the accounts list page again

during the next log in:

Visos klienty sgskaitos

Pagal uZklau

skaity nerasta.

Klientas: | Kulakauskaite Simona

Valiuta:

usn JAV doleris

Visos valiutos
USD JAV doleris
EUR Euraz

RUB Rusijos rublis

NOK Morvegijos krona

GBP DidZiesios Britanijos svaras sterlingas
CHF éveicarijus frankas

SEK Svedios krona

Australijos
BYR Baltarusijos rublis
CAD Kanades doleris
CYP Kipro svaras
CZK Cekios krona
DKK Danijps krona
EEK Estijos krona
HUF “engrijps forintas
JPY  Japonijos jena
KZT Kazachios tenge
LWL Latvijes latas
PLMN Lenkies zlotas
SGD Singapire doleris
UAH Ukraines grivna
ZAR Piety Afrikos Respublikos randas
LTL Lietuvos litas
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Latvian banks

Account information functionality in Latvian banks

p L L L L L

AVERAGE 56%

40%
40%

Paritate Banka
Nordea

Komercbanka Baltikums

Regionala investiciju banka7

Trasta komercbanka

Latvijas Tirdzniecibas Banka

Multibank

ra | 50%

Latvijas Krajb

Sampo Banka7 — |

Baltic Trust Bank

Banka

Latvijas Biznesa Banka
SEB Unibanka |
NORVIK BANKA |
Hipoteku banka7
DnB NORD

Parex banka

Hansabanka

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

Higher figures represent better results

Detailed testing results
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Accounts list page with all accounts R T T R N N B B R
Customizing the accounts list page e B e E R EO I R I
Date and time of the last transaction shown in the . R R R s | R .

accounts list page

Direct link from the account to the list of transactions | + | + [+ |+ | + [+ | + |+ [+ |+ |+ [+ [+ |+ |+ [+ |+ |+

Sorting transactions by the required date B e e e e e L 0 IS i (o (e B e I o
Printable version of the transactions history Ea R B S T B TR e R B 2 I (S B I B
Saving the list of transactions to file o S IS S I (N () BN I (O (o NN ) IR ™ B
Possibility to sort transactions by amount of money B
transferred

Possibility to sort transactions by currency B I D ) I R R ) I R AT A R R B
Type of account is displayed on the accounts page R R I I I I B I I N ) IR R R
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Commentary

e The least fulfilled criterion in the category is: “Type of the account is displayed on the
accounts page.” Only Rietumu Banka provides such information to its users:

%2 L\WZ0RTMBO0D0E02B05420

44 Multival Gty kents

L3 IV jauni(s) zinojumi(s)

e All banks in Latvia provide their users with an accounts list page, a direct link from the
accounts to the list of the transactions and a possibility to sort transactions by the
required date.

e Only the IBSs of Paritate Banka and Nordea do not provide their users with a printable
version of transactions history.

e Parex banka has shown a very good practice in fulfilling criterion “Customizing the
accounts list page.” There is a possibility to do it straight after logging in:

Lietotdjs: Vitalijs Jascisens

Paradit
D Kontus bez maksdjumu kartdm D Kraditus
Kontus ar maks3jumu kartdm D Diepozitus
I JASCISENS VITALIIS
Konts Atlikums:
LVL LVB3PARX0009497110001 4.36

ISIC-VISA EL: WITALIIS JASCISENS
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Estonian banks

Account information functionality in Estonian banks

AVERAGE

SBM Pank

Nordea

Krediidipank

Parex Pank

DnB NORD

Tallinna Aripank

Sampo Pank

SEB Eesti Uhispank

Hansapank
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Higher figures represent better results
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Commentary

e The least fulfilled criteria in the Account Information category is “Type of account is
displayed on the accounts page.”

e  Only Parex Pank provides possibility to sort the account statement by currency:

Account. | 1210026556 Currency: | EEK v

-choose currency -
AUD
Yesterday Last week Lastmonth gﬁg ) |03.07.2007

Today Current week Current rmonth g;'FF, yyyy): |04.07.2007

CZK
Show on the account
ek Only receivables Only payments DKK

Show account statement - choose filefarmat - s W

GBP
HUF
JPY
LTL
LVL
NOK
FLM - -
RUB © 2005 Parex pank
SEK
SIT
SKK
UAH
UsD

Period selection shortcuts

e All banks in Estonia have a direct link from the accounts page to the list of transactions,
and a possibility to sort transactions by the required date.

e Although it is possible to save the list of transactions as a file, in case of the Krediidipank’s
IBS, the format of a file (.db ) might appear to be confusing for an inexperienced user :

[¥14278606345405-EEK. JERSOV KONSTANTIN

8y the calendsr &y transactions:

(O Today's transactions (Last operations

() Yesterday's transactions [ excl today's
() From the beginning of this week (& Transactions after
(& From the beginning of this maonth the previous request
(y From the beginning of last month

(O Last month only

@ All transactions
O Only transactions ordered through i-pank
© Only deposit transactions

© Only withdrawal transactions

© Only non-declared interational deposits

& On display [¥] Show charges as separale transactions
O To the printer [JWide format {more datafields)

O Save to file t
Save to file {in previously defined format)

Send request

Definition of a special format for account statement output

The structure of the entries in the file:

(®) Fixed length fields with no separators
() Comma separated variable length fields
() DBase/FoxPro DBF data table format

Show charges as separate fransactions in the file
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12.4 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

Transactions functionality in Lithuanian banks

AVERAGE

Nordea

Siauliu bankas

SAMPO bankas

DnB NORD

Bankas SNORAS

Hansabankas

Ukio bankas

Parex bankas

Medicinos bankas

SEB Vilniaus bankas

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

60%

70%

80% 90% 100%

Higher figures represent better results
. .
Detailed testing results
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Local one-time transfers + x|+ [+l + ]+ ++]+]+
International one-time transfers + |+ |+ [+ [+ ]+ ]|+ +]|+]+
Periodical (recurring) local transfers + |+ [+ -]+
Periodical (recurring) international transfers P R I ) I i T
Delayed (timed) local transfers sl |+l e+l + ]+ +]+]+]+
Delayed (timed) international transfers + 4|+ + [+ F |+ +]+]+
Local transfer template creation + |+ |+ [+ |+ F ]|+ |+ ]+
International transfer template creation + |+ |+ [+ -+ |+ ]+
Calculator next to number fields N O O T I s B
Calendar next to date fields O S IS S (R (A IR S IR S
All necessary fields for a local transfer are marked (i.e. with an asterisk *) B I O e I A B
All necessary fields for an international transfer are marked (i.e. with an asterisk *) S - PR P - P -
Suggested transaction serial number PO S IS S O o IS S IR S
Both a point and a comma accepted as a decimal separator B T I I S S I R
Possibility to order an SMS/email notification when transaction has been completed B B e I T (R -
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Commentary

The least completed criterion appears to be “Calculator next to number fields.”

The IBS of SEB Vilniaus bankas offers all services that are being tested in this category,
except a calculator next to number fields.

Only IBS of Nordea does not offer creation of an international payment template.

One of the least fulfilled criteria is: "Possibility to order an e-mail/SMS notification when
transaction has been completed.” If implemented, this service might appear to be very
useful for many clients.

The criterion “All necessary fields for a local/international transfer are marked” is fulfilled
by very few banks. The absence of asterisks slows down the process of executing a
local/international transfer - inexperienced customers usually do not know, which data
must be entered.

The IBSs of most banks offer a possibility to print out a list of transactions or save it as a
file. Most of the banks’ IBSs offer as well the possibility to send it to a user’s e-mail in a
desirable file format:

ISraso uzsakymas

Sagkaita:

EIJR LTB47180000062744553 EUR: VI

Laikotarpis: |

Formatas:

Kalba:

El pasto adresai:

1Erado pavadinimas: |

[Uzseiti |[ Usekymy istorijs

When comma is used as decimal separator in some banks’ IBSs, a system multiplies an
amount of money to be transferred by 100. This mistake may appear to be very serious in
case big sums of money are being transferred.
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Latvian banks

Transactions functionality in Latvian banks

AVERAGE |
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47%
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DnB NORD

Parex banka

Latvijas Tirdzniecibas Banka |

Latvijas Krajbank

Komercbanka Baltikums |

73%
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Latvijas Bi: Banka 73%

NORVIK BANKA 80%
Hipoteku banka

H. bank
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Delayed (timed) local transfers R I T (R S I S S (NN S IS B O S B
Delayed (timed) international transfers RO e IR (o BEVR IS I S IR I (AR S IR o A S IR
Local transfer template creation S I T R S T B 2 TR (A S IR o N I B
International transfer template creation +l+ |+ [+ |+ + [+ +] -+ +]++]+]-|+]|=+
Calculator next to number fields O | I i B ) R D I e IR T ) I
Calendar next to date fields JR S B b PR (PR i R ) I ) I IR i (P
All necessary _fleliis foralocal transferare marked (ie. | | | | oo lal o lalaslal ol lalal || 14+
with an asterisk *)
All necessary f|_e|ds for an _|ntfirnat|onal transfer are R S
marked (i.e. with an asterisk *)
Suggested transaction serial number R 1 B 0 IS e SO () B S N S (N S IS e S I (S
Both a point and a comma accepted as a decimal R R I O R I O I I I e I
separator
Possibility to order an SMS/email notification when .
transaction has been completed
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Commentary

e Hipoteku banka has met 87 % of all testing criteria. Besides, this is the only bank, which
provides the possibility to order an SMS/email notification when a transaction has been
completed.

e The least fulfilled criterion is: “Calculator next to number fields.”

e All banks in Latvia provide their users with local one — time transfers, international one —
time transfers and delayed local transfers.

e Only the IBS of Nordea does not provide its users with a possibility to make delayed
international transfers.

e Parex banka has a very convenient “payments” menu:

b REKINU APMAKSA I MAKSAJUMI

A/S "L B T HOETIKA' Maks3iums uz Parex grupas banku.

Baltleomn TV SIA Tiek piedavata iespaja veikt maksajumus uz
= Barex bankas filal&m Berling, Talling un
_;1221 T D R M S, Stokholma, k& arf uz Parex grupas bankam "AP

Anlage und Privatbank" Sveicd un "Parex Bankas"

IZZ1 COM (Internets), agrik Telia MultiComn Dati Lietuva. Vairsk...

Koblenz Drogiba

LMT lekizemes makssiums Latviis

Lattelecom Izmanto, ja maksajuma san&mé&ja banka atrodas
Latvenergo Latvijs. Maks3jumus var veikt gan latos, gan cita
Latvijas Gizs valits, t.sk. ari ar valitas mainu, ki ar izmantot
| ~tviies PropSne Gize steidzamu maksSjumu iesp&ju. Vairdk...

LEs Starptautiskais maks3jums

Livas (KT Izmanto, ja maksajuma sanemé&ja banka atrodas
Livas NET Srpus Latvijas. MaksSjumus var veikt jeblurs
MaksSjumns uz Valsts kasi valits, t.sk. arf ar valitas mainu, k& ari izmantot
Hekustam3 Tpatuma nodoklis par zemi steidzamu maks&jumu iesp&ju. Vairdlk...
Nekustsms Tpafuma nodoklis par &kSm un bavem

== Skaidras naudas izmaksa

Izmanto, lai sagatavotu un nosdtitu Bankai

Parex Express Kradits SIA =2 -
ieprieks&ju pieprasijumu skaidras naudas

Tele2 izmaksai no jums piesjama konta. Bankas
VISA P2P maksSiums (LVL) operators informéa par pasitjuma izpildes laiku.
VISA P2P maksSiums (USD] Skaidras naudas izmaksa notiek bez valdtas
Zelta Zivtina maipas! Vairdk...

e Despite the fact that some fields in the local transfer form of the SEB Unibanka’s IBS are
marked with asterisks, such fields as “sum to be transferred” are not marked:

IEKSZEMES MAKSAJUMS

Maksajuma uzdgwpma Nr.
Maksatdja kollé LWY33UNLADDSON04350707-LV L

Izpildes datums 4 7 [2007

Maksajuma va Iﬂll@ VL hd I

Maksajuma summa
Darfjuma numurs ’—

Valitas maipas kurss |
Debeta summa Lvdi

Sapéméja kun@ \
Sapamaja nosadl |||r@ ‘
Sapéméja req. Nr. / pers. kods

Sapeméja banka
Sapéméja bankas SWIFT ko(@ Banku saraksts

Sanéméja bankas nosaukums
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Estonian banks

Transactions functionality in Estonian banks

AVERAGE 64%
Nordea 40%
Krediidipank 53%|
Parex Pank 6'(1"/1
DnB NORD 60%_‘
Tallinna Aripank 6'7%
SBM Pank Lﬁ,ﬁ
Sampo Pank 67% |
Hansapank 73%

87%

SEB Eesti Uhispank
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Higher figures represent better results

Detailed testing results

vl

3 ~

oy 5
MR EINe

=

Ve

A EIN L
g8 2|18(g|2|E|=2|5
Sle 2 _g ElS|= 3 v
Tlalc|z|3|alS a8
Local one-time transfers +l+ |+ + |+ [+ +]+]+
International one-time transfers PO O S I e B e
Periodical (recurring) local transfers O T R I R (A A
Periodical (recurring) international transfers A S IR B (R S B ) I
Delayed (timed) local transfers e+ [+ ]+ [+]+
Delayed (timed) international transfers + |+ + |+ ]+ ]+
Local transfer template creation PO R ) R e T e
International transfer template creation O T I ) R A A

Calculator next to number fields RN I I R I A B e

Calendar next to date fields R I (R I S () IR B I
All necessary fields for a local transfer are marked (i.e. with an asterisk *) B R B L R
All necessary fields for an international transfer are marked (i.e. with an asterisk *) B 2 N e I A I
Suggested transaction serial number Eo T I S R S I e
Both a point and a comma accepted as a decimal separator Lo I O RS S R A

Possibility to order an SMS/email notification when transaction has been completed EO o e I R B R
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Commentary

The IBS of SEB Eesti Uhispank has met 87 % of all testing criteria. This is the only bank
that has fulfilled the criteria “All necessary fields for an international transfer are marked.
(i.e. with an asterisk *)”

None of Estonian banks' IBSs have fulfilled such criteria as “Calculator next to number
fields” and “Possibility to order an SMS/email notification when transaction has been
completed.”

Only the IBS of Krediidipank does not provide its users with a suggested transaction serial
number.

Krediidipank's IBS provides the possibility to make periodical international transfers only to
some pre-defined banks, which can be found in the special list:

Make a deal with periodic payment agreement

U JERSOV KONSTANTIN, 4274606345405 EEK V

LD | BAYERISCHE HYPO. UND YEREINSE. . code 629
BAYERISCHE HYPO- UND VEREINSE., 559
W ONE NORD BANKA EESTIFILIAAL, code 695
EESTI KREDIDIPANE, code 742
EESTI PANK. code 160
HAMNSARANK, coda TET
o] NORDEA PANK. cade 501
PAREX BANK EESTIFILIAAL, code 700
SAMPC PANK, code 720
SEM FANK, coda 798
SEB EESTI UHISPANK, cade 401
| SVEMEHA HANDELSEANKEN AB EESTI FILIAAL code 653
TALLIMNA VAARTFABERIBORS, code 303
TSI | TALLIMIA ARIPANK, code 793

Beneral conditions of agreement: —

s plisikorraiduse leping kocs
ke lisadega; oo

| Agree with conditions of agraement |
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12.5 Utility payments

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

Lithuanian banks

Utility payments functionality in Lithuanian banks

— 0,
AVERAGE ' 57%

0% | | |
33%
33%

Nordea

Siauliu bankas
Bankas SNORAS
Ukio bankas

44%

67%

Medicinos bankas i
] 67%

DnB NORD
SEB Vilniaus bankas
SAMPO bankas

78%
78%
0,
Parex bankas 78%
0,
Hansabankas 89 AW_

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

Higher figures represent better results

Detailed testing results

G
W ~
©
e 2 8|
< w| ®© w| 2|23
N R HEEE
% g c 8 Clo|®| c|E
~|O|8le|~|8|0lE|2| 8
clZ|g|l8|o|x|=(5|2]|=2
HEHEERIEEEE
Sl8[2|= 2838|313
Possibility to pay for water + |+ |+ + |+ |+
Possibility to pay for electricity + |+ |+ |+ + |+ |+
Possibility to pay for heating FR I )
Possibility to pay for fixed telephone +l+ |+ |+ + 4+ + ]+
Direct debit payments are available B R I S IS I B
Possibility to pay for mobile telephone (3 largest providers) RO = IS S IR S IR S A
Possibility to pay for the Internet (at least 3 providers in capital)
Possibility to pay for cable television (at least 1 cable TV provider in capital) O IR e I (S IS B I
Possibility to transfer money to a pre-paid mobile phone number account (3 largest R D P R ) I
providers)

“ When using the terms “municipal payments” or “utility payments”, we refer to water, electricity and heating services
regardless of their status of their suppliers (state-owned or private).
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Commentary

Hansabankas and SEB Vilniaus bankas are the only banks that offer possibility to transfer
money to a pre — paid mobile phone number account.

Only the IBS of Nordea does not provide its users with a possibility to pay for utilities from
the IBS.

Siauliu bankas, Ukio bankas, and Bankas SNORAS have almost all criteria fulfilled in a
small region of Lithuania - Siauliai district. As these services are not available in major cities
of Lithuania, criteria are not fulfilled.

Despite the fact that direct debit payments are theoretically possible for many services, in
most Lithuanian banks it is possible to use only for few of them.
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Latvian banks

Utility payments functionality in Latvian banks

p: ! . T
Averace I @ﬂ
Rietumu Banka
Paritate Banka | |

Komercbanka Baltikums 7ﬁ
Regionala investiciju banka7
Trasta komercbanka:
Latvijas Tirdzniecibas Banka |, |
Multibanka |

Sampo Bank:—; r ‘

o
Hipoteku banka Lz_z_n

9
Nordea A%
E y
Latvijas Bi Banka 44%
7 44%

NORVIK BANKA

Latvijas Krajbank 44%

E 9

DnB NORD 56%

B 9

Parex banka 56%

Baltic Trust Bank
SEB Unibanka
Hansabanka

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

Higher figures represent better results

Detailed testing results

©
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% < S
IS o0 =
> A [%)
x [ < © =5 H
2|18 |2 ‘0 [
~ c|@ v | T = ©
S L= Bl S 2 § c| d|C =
© S a4 [
@ ol & 2 o8 2 N Zlog|E|2]|< g|c [
slo|lX|e|S|IN|[C[E]C <2 |G5|l=[8l=s|<|¢€
1%} c © | = = 0| e ©|®|®| ©
2l c|3|o|l@|¥|E|<c sl2l=2|S5|a|2|8
El1Q 2|2 |Clu|lu|lw|d|s|X|8|a|8 ol T |
SlZ|e|8lole|s|e|le|le S| %|c|6|E|8|[S|=
=lalc|8|E|Z2|2|2|3|E|5|8|c|2 2|lElxalt
S|lo|lZ[E|2 |8 [R|8|S[z|z|&8|f|&|=z|8|%]|=
Possibility to pay for water e -] - SO I I e -
Possibility to pay for electricity ++ |+ - - |- PR N T e
Possibility to pay for heating R R I I I R ) IR B IR B R ) I e B
Possibility to pay for fixed telephone RO 0 R R S (N ) I (A VRO S (R ) SRR () IR
Direct debit payments are available E S T I A T I S T A R B B e
P055|_b|llty to pay for mobile telephone (3 largest U U ) R A R IO
providers)
Possibility to pay for the Internet (at least 3 providers in U0 PR U U A I N R N R N
capital)
P055|b|I|Fy to pay f(_)r cable television (at least 1 cable RN (V0 PR U R R (i U I N R N R N
TV provider in capital)
Possibility to transfer money to a pre-paid mobile [ PO e N A N A A N R N B O
phone number account (3 largest providers)
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Commentary

e SEB Unibanka and Hansabanka have met 78 % of all testing criteria in this category.

e Almost half of Latvian banks (8 banks) do not offer a possibility to make utility payments

through an IBS.

e Nordea's IBS offers to make utility payments via another website:

Vérds, uzvardsiNosaukums: JASCISENS VITALUS

Personas kods/Registracijas nr: 250385-10308

(), E-rékinu noteikumi

29 UzpEmumy, kas piedava e-réfinus, saraksts

41 Jiis varat pieteikties S0 uzgEmumu e-rSkiniem

Alexela Oil Latvia SIA (Uno X)
Apvieniba APSARDZE

Ave Lat Sargs

DB NORD Lizings

Falck Apsargs

Group 4 Falck

Hansa Lizings

Uzpémums Pieteikties

AGA @ Pigteikties e-rékinam
@ Pieteilies e-rékinam
@ Pigteikties e-rékinam
@ Pieteilties e-rékinam
Baltkom TV @ pisteities e-rekinam
@ Pieteilties e-rékinam
@ Pieteikties e-rekinam
Grifs AG @ Pieteikties e-rékinam
@ Pieteikties e-rekinam
@ Pieteilties e-réfinam

e In the IBS of Hansabanka predefined utility payment forms of most popular service

providers are conveniently allocated:

Domestic payments B # Paments > Domestic payments

ha“za.net LAT RUS | Sitemap | Exit
BANK INVESTOR HANSA PENSIONS E-SERVICES MOBILE BANK SETTINGS
Start page Dyerview Payments Rates Agreements Applications Bank messages

help print

International
payments Choose company forwhat services you would like to pay.

My defined payments R
Prepaid cards:

Currency exchange m ZELTA ZIVTIMA
Payment history = OKARTE
m AMIGO
s = TOXIC
B = BITE OMLIME {Only for prapaidr

Pay your bills u HALLO!
easier: . URAL
» Lattelzecom = 5t (FivePlus
» LT = Gelobile
» Tele2

» Latvenerao
» Latvilas gize
wCitl

Telecomunications:

Lattelecorm

LMT (LWL, norad.telefona hr.
LMT (LWL, norGdot rékina hr.
TELEZ pastivigais piesl&qums
Telekorm Baltiia

|ZZ] COM S1A

I1ZZ] 514
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Estonian banks

Utility payments functionality in Estonian banks

AVERAGE

Parex Pank
DnB NORD

Tallinna Aripank

SBM Pank

Nordea

Krediidipank

Sampo Pank

SEB Eesti Uhispank

Hansapank

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

Higher figures represent better results

Detailed testing results
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slzl gl 2|2l <|8 |z
sl Bls|glel&| |2
o =8| e S1Z| x
Sla|Bl5|E|2 (=22
Tla|e|z[&|A|C |68
Possibility to pay for water + |+ S R e
Possibility to pay for electricity sl + [+ -] -]-
Possibility to pay for heating Ea S IS S IRA I N ) I
Possibility to pay for fixed telephone O T A N B ) I
Direct debit payments are available PO e A O IR I L
Possibility to pay for mobile telephone (3 largest providers) PR R R IR P B L

Possibility to pay for the Internet (at least 3 providers in capital) RN I I I S D B B

Possibility to pay for cable television (at least 1 cable TV provider in capital) + |+ |+ [+ +]-]-]-]-

Possibility to transfer money to a pre-paid mobile phone number account (3 largest providers) | + | = | - | = | - [ - | - | - | -
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Commentary

e Hansapank has met 89 % of all testing criteria.

e Only 5 out of 9 Estonian banks provide the utility payments functionality in Estonia.

e 4 out of 9 banks, instead of providing user with the possibility to pay
offer ordering of the e - bills. In all cases, the payment procedure
website (www.arved.ee):

7

" wbill erdering satiing - Windows Internat Deplorer

directly from the IBS,
is done through the

L e
wjumen B
st
e-bill ordering setting
hallo Konstantin Jerfov!
You have ordered the e-hills from following bill issoer
The bill is
Tnsuer of the b Payer Ussity Humber ittty Acrian
Teie? Eeas AS 103060930 E-mal Change chamnel B
¥ou miy ¥ @ bill £ the fol 7 bl )
Insuer of the bl Payer ity lumber Action
A% E-Krdiuston Kidustourmmaiies - Apply bl =
3057wt Al g Rasar -
@ inonet %, 100%

e Only in Hansapank it is possible to order the e — bills within the IBS.

e The IBS of DnB NORD provides possibility to pay for utility services in Latvia:

{2 Dnll NORD intermaetipank INORD - Windows Internet Explorar

G. = | betsiffrevensnond befog-binfrrips_oplshir_docs.riN_LaG=sntll_[D=141624 DOCTYPL=6415_OPEN-tIL_Su=50% | 8] | 2| X i
- . |
WO DAl NORD inbarmtiosnk NCRD fi v B g Page = ) Teok -
ISV KRS AN D o Logost &
INORD ~
S |© ieeam LAt SAUANY  AVEPUII  LABKEEMINTY
e -
ek 58 payment Lk o oo | B |
tiamse; [ = Choose ablL. -
*  The modt requested payments - by field, G oo
= Dectrical energy Gas
Ll b Gige Baumenia bl
smplabe
Televisen Tntermet Pyt mosrt
taltion faltion -
CETKOM el vy
= Rent i hestng = 2rs paymiants
Lt %
b
. (4
Prone: [ 4377) EBEA500 Coowricht © 300 - 2007 Drél NORD. — TR ¥
@ Intmmet , 100%
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12.6 Deposits

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

Lithuanian banks

Deposits functionality for Lithuanian banks
AVERAGE 79%
Medicinos bankas 63%
SEB Vilniaus bankas 75%
SAMPO bankas 75%
Nordea 75%
DnB NORD 75%
Bankas SNORAS 75%
Ukio bankas 88%
Siauliu bankas 88%
Parex bankas 88%
Hansabankas 88%
0% 0% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results
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Zl2s|8 | 8|35
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%) QlE|oc|a|[O|=
SlZ|glE|glx(z|3]|2|2
HEBHEE G HAEE

©

SIS|2|S|2|8|E|B|3|S
Deposits in local currency |+ |+ |+ x| +]+]+]+
Deposits in EUR + +l+ |+ |+ +]+]+
Deposits in USD sl e+l e+l ++]+]+
Interest calculator within the IBS + |+ |+ [+ + |+ |+ |+ [+
Interest rate information is provided FO T IR A S I IO S A S
Interest calculator on the bank’s public website - - + |+ + |+
Possibility to withdraw the deposit directly from IBS O I B R R S T i
Information on accrued interest is present R IR RS (R [ ) IR
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Commentary

Only Hansabankas and Nordea offer possibility to see information about an accrued
interest on a deposit.

All banks in Lithuania offer possibility to open deposits in local and foreign currencies.
Only Nordea does not have the interest calculator within the IBS.

Although interest calculators are present in most of Lithuanian banks’ IBSs, it is impossible
to use these without actually putting a deposit.

DnB NORD during European basketball championship offers special basketball deposit:

Krepsinio indélis - azartiskiausias B Spsusdiati B Siusti auarada
indélis Lietuvoje!

Krepginio indelis - tai ypatingas DnB NORD banko indélis, nes jo
palikanos tiesiogiai susije su Listuvos vyry krepéinio rinktinés pergalémis

Europos krepsinio £empionate Ispanijoje. Kuo daugiau pergaliy — tuo
didesnés paliikanos.

Susidoméjai? Tuomet - pirmyn, viskas labai paprasta:

1. padedi krepginio indél] DnB NORD banke iki 2007 m. rugséjo 3 d.

2. stebi visas Lietuvos vyry krepginio rinktinés rungtynes Eempionate
Ispanijoje, nes:

jei rinkting laimi, paldkanos didinamos 0,15 proc. punkto;

PAPILDOMA INFORMACIJA
% Banko skyriai ir poskyriai

jei rinkting v&l laimi, palikanos vel didinamos 0,15 proc. punkto;

jei rinkting pralaimi, palikanos iki kitos pergalés nekeiiamos;

3. pasibaigus Eempionatui iki indélio terminc pabaigos skaifiuojamos
tokios palikanos, kokios buvo nustatytos po paskutiniy laimety rungtyniy.

Pergalingai skaitiuoji, kiek padidejo tave palikanos!

UZ pergales!

Skaitykite daugiau apie krepsinio indelius.
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Latvian banks

Deposits functionality for Latvian banks

AVERAGE | 64%
— 0
Latvijas Tirdzniecibas Banka L‘?ﬂ—‘—¥
" 1 25%
Multibanka

o
Sampo Banka 25%
T 25%

Paritate Banka ‘
— o
Komercbanka Baltikums | \_3,%

SEB Unibanka 63%
Baltic Trust Bank | 63%
Nordea | 63%
Regionala investiciju banka | 75%
Rietumu Banka | 75%
DnB NORD | 75%
Parex banka | 75%
Hansabanka7 88%
Trasta komercbanka7 88%
Latvijas Krajbanka7 88%
Hipoteku banka | 88%
| 8%

Latvijas Biznesa Banka
NORVIK BANKA
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Detailed testing results

T
= 2
: : :
o
S| “ <
x| © = 1S
E18 |2 T =
o ‘O =
~ © ~ | O =1 ©
5 21T18|5|¢ MR E S
© =
@ ol&|2|g|a|m Zlo|Zl2lEl8 |88
2laolxXx|2| | K| |8 T PG A I B T = = =
3 [ S I I O|C|(m|om|@| 8T
2lE|s|2|g|®@|¥|E|<c S c1Tla|s|g
ElO|o|¥|Clu|lvw|lvw|c|e|(X|a|la]| @ o| T |
JZ 3|8l le|sle|e|e|S|=|(5|6|E|l8|S|=
Sla|l2|0|e|S|ISIZS|E|C|x|o|l=2|la|2 Elm| B
sls|c|2|S|R|R[R|I2|S|(Q|s|s|2|2|s|u]|l
a|a|[T|ZT|2|S|S3[S|Z2|Z[Z|a|a|xk|x|ln|v]|E
Deposits in local currency + |+ |+ |+ + |+ - -[+|+]+]|-]|+]+ + | +
Deposits in EUR O I O I ™ S ) (R (A TR |+ o+ |+
Deposits in USD o I IR 2 B e S I SR R B [ BN e AR I (R S
Interest calculator within the IBS N I I I I I i R i VAR I I () IR I R
Interest rate information is provided R P B T I R T I (R B B B B B B B
Interest calculator on the bank’s public website B T o B e T I S R I AN A IR R B
Possibility to withdraw the deposit directly from IBS R P S S S 2 N (R I S TSR 2 N (R I I 3
Information on accrued interest is present B T R e R e I ) I O P B R B
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Commentary

NORVIK BANKA has met 100 % of all testing criteria.

The least fulfilled criterion in the category is: “Interest calculator within the IBS.” Only the
IBSs of NORVIK BANKA and Latvijas Krajbanka provide their users with such tool.

In the IBS of Krajbanka many different calculator types are provided, therefore users can
easily choose the best offer.

DnB NORD has a very convenient deposit opening form within its IBS — one click on the
interest rate instantly opens a deposit application form:

+ Annual interest rates
Currency Min amount 1weck 2 nesks Zwecks 1mnth Zmnths &mnths e mnths 12muths  24mtis 3smnths

Term Deposit (interest payment period — on a monthly basis)

LvL 100 5.80 6.00 6.15 6.15 6.15 6.15
usp 200 475 485 4,90 490 4,90
EUR 200 3.80 00 4.25 4.30 4.35 4.40

'

+ . Deposit opening application

Dste: 28/08/2007 Mumber: 62121363

Deposit type: | Term Deposit v
Maturity: Currency: Interestrate:  3.85%
Amount From account: | LVORIKODO02023792865 LiL v
Interest payment period: | on 2 monthly basis ~|
Depasit principal shall be paid out: [in cash >
Interest on the deposit ‘ in cash w |

shall be paid out:
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Estonian banks

Deposits functionality for Estonian banks

AVERAGE
SBM Pank
Parex Pank

DnB NORD

Nordea

Tallinna Aripank

Sampo Pank

Krediidipank
SEB Eesti Uhispank

Hansapank

1 T T T T T T T T T 1
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Higher figures represent better results
Detailed testing results
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gl&|2|e| g sz %
Sl el5lE|2|=]|2|2
T|H | 2| =Z[S|A|E|ald
Deposits in local currency P i PR (R T I R i
Deposits in EUR +l+ [+ + ]+ - + |+
Deposits in USD sl +l s+ ++]+
Interest calculator within the IBS PO T I R ) T D
Interest rate information is provided EE P S S A S A R
Interest calculator on the bank’s public website PO 0 R R I R IR )
Possibility to withdraw the deposit directly from IBS Ea I EET 2 N I (R ) IS
Information on accrued interest is present S PR R A B B R I
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Commentary

SEB Eesti Uhispank and Hansapank have met 100 % of all testing criteria.

In the IBSs of SEB Eesti Uhispank, Hansapank and Sampo Pank it is necessary to convert
money in case a user does not have necessary currency for a particular deposit.

In all Estonian banks, except SBM Pank, it is possible to make a deposit in local currency,
EUR and USD through an IBS.

In the IBSs of Hansapank and SEB Uhispank after clicking on the link “calculator”,
redirection to the public website follows.
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12.7 Loans

The loans subcategory analyzes the functionality related to taking our loans, filling in loan
application forms and performing other loan-related activities online.

Lithuanian banks

Loans functionality for Lithuanian banks

AVERAGE

Medicinos bankas
Ukio bankas
Parex bankas
SAMPO bankas

Nordea

Hansabankas
Siauliu bankas

SEB Vilniaus bankas
DnB NORD

Bankas SNORAS

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

Higher figures represent better results
Detailed testing results
" S
X
20115 el 8158 .
o T | T || wv|x
A HEBLEE
M R = L s
S E R
a|lo|T|S|Z|la|lv|a|rn[D
A printable consumer loan application form EO T I A S I O S A S
Filling a consumer loan application form online + -+ - -] - +
Taking out a consumer loan via the Internet Banking System B R -
Consumer loan interest calculator within the Internet Banking System O I I P I e ey
Consumer loan interest information is provided [ 0 IR () I ) I B B
Consumer loan interest calculator on the public website R B () B B I I R
Information about consumer loan conditions R R S S S S 2 o
Information about documents required to take out a consumer loan o T R B T B B ) B
A printable mortgage application form EON S I S S S A S S S
Filling a mortgage application form online R I IR ) I ) B
Taking out a mortgage via the Internet Banking System R I I ) ) B
Consumer loan interest calculator within the Internet Banking System S BRI
Mortgage interest information is provided R D I IR0 D I e R
Mortgage interest calculator on the public website O S I ) S S I S A
Information about mortgage conditions PO T B A S I IO S A S
Information about documents required to take out a mortgage Lo o T I T B B A T

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 77

Commentary

e All banks in Lithuania provide printable versions of loan application forms. This is a very
useful option since potential clients can fill them in anywhere it is convenient for them.

e  Most banks do not have sections concerning loans in their IBSs. Those banks that have it,
provide users only with a possibility to fill in the loan application form.

e Hansabankas has a well developed loans calculators section. In the section users can find
many different loan calculators. The link to this sections is located in the first page of the
public website:

Paskoly skaidiuoklés

Bisto paskoly skaiciuoklés

Maksimalios paskolos skaiCiuckle

Pageidaujamos paskolos skaidiuckle

Asmeniniy paskolu skaiCiuoklés

Asmeningé paskola suteilkiama iki 30 000 Lt, vertinamos tik
vieno asmens pajamos.

Maksimalios paskolos skaiCiuckle

Pageidaujamos paskolos skaidiuckle

Vartojamuju paskolu skaiciuoklés

Vartojamoji paskola suteikiama iki 90 000 Lt, vertinamos
£Zeimos arba bendraskoliy pajamos.

Maksimalios paskolos skaiCiuckle

Pageidaujamos paskolos skaidiuckle
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Latvian banks

Loans functionality for Latvian banks

p L L L L

AVERAGE | 42%
Komercbanka Baltikums 7& ‘
Latvijas Tirdzniecibas Banka7 0%
Latvijas Bi: Banka | 13%
Regionala investiciju banka7 13%

Baltic Trust Bank | 25%
25%

Trasta komercbanka |
1 31%

Banka
T 31%

Paritate Banka

NORVIK BANKA | |38%)
Sampo Banka7 \_“i —
Multibanka7 E@ _
Nordea | Gg%t
Parex banka | 63%___ |
DnB NORD | 69%
SEB Unibanka7 69%
_ 69%

Latvijas Krajbanka

Hansabanka

Hipoteku banka

81%
81%
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Higher figures represent better results
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A printable consumer loan application form R R I R A T ) I O I SO I S O
Filling a consumer loan application form online B B B e 5 PO IR i R
Taking out a consumer loan via the Internet Banking . . i i .
System
Consumer loan interest calculator within the Internet . el ) . . i i i
Banking System
Consumer loan interest information is provided B R e I ) B B N O e S+ |-
Consumer loan interest calculator on the publicwebsite | - [+ | + | + | - | - [+ [ - |+ ]| -] -|+]|-[- + |+ | -
Information about consumer loan conditions R P IS O R T R T O B B B B e e
Information about documents required to take out a U R N (U R PR N N Y IO
consumer loan
A printable mortgage application form O R R I S (R e BN (T I S B B T
Filling a mortgage application form online R 0 B e N B B ) T I BN T (R + |+ | -
Taking out a mortgage via the Internet Banking System | - [ = [ - [ = | - | - | - | - | - | - | - -|- |- . .
Consumer loan interest calculator within the Internet N ]
Banking System
Mortgage interest information is provided B T R 0 R (R T ) RN B IR S T ) T i B
Mortgage interest calculator on the public website R 0 B N I B R T (R BN e (R I (R S B
Information about mortgage conditions R T I IR R IR (R B O R B B R I R B
Information about documents required to take out a clalalal ool ol alalalalelalsl o lsls
mortgage
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Commentary

e The least fulfilled criterion in the category is: “Taking out consumer loan/ mortgage via
the IBS.”

e  Only Hipoteku banka provides its users with a mortgage interest calculator within the IBS:

Rekinat
@ Kredita summas

) Tkméne3a maksajumu
O Hipotekara aizdevuma ikménesa maksajumu

Tkmeneia maksajums:

Procentu likme:
Aizdevuma termins: MEnedu skaits +
[ regna | | Notrt |

e Mortgage and consumer loan application forms in the public website of Hipoteku banka
contain errors - it is impossible to enter address of a loan applicant:

Jasu kentaktinformacija
WVanils, uzvards:

(ebligits)
Talmipa nr.:

(obligats
E-pasta adiese:

Jisu dzivesvieta
Rajons:

e Llatvian banks often do not provide users with explicit information about interest rates.
This is explained by the fact that usually banks assign client-specific fixed interest rate

adding floating rate to it.

e Loan section in the public website of Nordea contains a spelling mistake — instead of
“Paterina kreditkarte” (Consumer credit card) the title says “Peterina kreditkarte” (Peter’s

credit card):

Petérina kreditkarte;
Jo= =gy =tT= Tikai patéripa kreditu, bet ar starptautisko norékinu
karti, kas sniedz Jums iespéju, pirmkart, norékinities ar savu naudu,
otrkart, Jums vienmé&r ir pieejams kredita limits - bankas apstiprinats
kredita apjoms - un Jums ir dota pilniga ricdbas briviba, cik
asizpemties, un kad kreditu atmakssat.

Telefons 7 096 096, info@nordea.lv
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Estonian banks

Loans functionality for Estonian banks

AVERAGE

Parex Pank

Sampo Pank

Nordea

Tallinna Aripank

SBM Pank

DnB NORD

Krediidipank

Hansapank

SEB Eesti Uhispank
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Higher figures represent better results

Detailed testing results
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A printable consumer loan application form POl 0 S R B S A S
Filling a consumer loan application form online |+ - R e
Taking out a consumer loan via the Internet Banking System e e
Consumer loan interest calculator within the Internet Banking System o 0 (R i I () IS B (R
Consumer loan interest information is provided SO R A R B S R
Consumer loan interest calculator on the public website FO I I ) I S B S
Information about consumer loan conditions RO I (AR I B (A I RS [
Information about documents required to take out a consumer loan B N ) S A e
A printable mortgage application form S R T e (R B B R
Filling a mortgage application form online FUN S (R S B R I
Taking out a mortgage via the Internet Banking System N O I I I B
Mortgage interest calculator within the Internet Banking System I R B L R )
Mortgage interest information is provided EE S S S S (R B (S S
Mortgage interest calculator on the public website + |+ [+ +] -] -+]-
Information about mortgage conditions E R R S A B B R
Information about documents required to take out a mortgage B B I T R B B I
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Commentary
e The least fulfilled criteria in Estonian banks in the category are: “Taking out a consumer
loan via the Internet Banking System” and “Taking out a mortgage via the Internet
Banking System”.

e Only SEB Eesti Uhispank offers a mortgage interest calculator in the IBS:

Vaba kasutusotstarbega laen, mille summa, tahtaeg ja intressimaar sdltuvad laenutactleja poolt
pakutavast tagatisest ning laenutaotleja maksevdimest.

Taotluss
Kalkulaators

Arvelduslaenu péhiméttel laen hiipoteeqi tagatisel, mis pakub virreldes teiste eraisikulaenudega Tad

suurimat vabadust laenu kasutamisel ja intressikulude optimeerimisel

Laen hiipoteegi tagatisel, mille puhul taotlejalte) sissetulekust pdhjalikumalt analtisitakse laenu Taotluse
tagatisvara.

Laen ootamatute ja kireloomuliste valjaminekute katmiseks. See laen viimaldab Teil tahtajaliselt Taotluse
kasutada kindlaksmaaratud limiiti.

Pangakaart, mis Ghendab nii krediitkaardi kui jarelmaksukaardi omadused. Taotluss
Kalkulaators

e Sampo Pank has a well developed loans section in the public website. It is possible to
make a fast switch between the calculator, necessary documents for taking a loan, the
application form, conditions and the price list:

Kodulae

Sampo Kodulaen on abiks, kul soovite osta, ehitada vii renoveerida
oma kodu v8i suwvemaja. Sampo Kodulaen aitab Teil unistusi ellu viia.

Oluline

* Euribor

Personaalne néustamine > Lepingu-eelse teabe

Iga kodulaen on omamoadi erinewv ning palju on ka erinevaid nilansse, tegevusjuhend (PDF)
millega peab arvestama. Sampos selgitatakse Teile tapselt ja
péhjalikult, millist tagasimakse graafikut valida, aidatakse leida vastus,
kas wvalida ujuw- wdi fikseeritud intressim&ar ning selgitatakse Vaata lisaks
omafinantseeringu kaasamise erinevaid wdimalusi.

* Alktzepteeritud

Oleme asjaajamises viga paindlikud. Enne krediidikomitee otsust ei kinnisvara hindajad

ole Teil vaja esitada Uhtegi dokumenti ega kanda ka nendega
kaasnevaid kulutusi. Esialgu piisab, kui tdidate &ra laenutactluse ning
vastate meie finantsndustaja kisimustele.

* aktsepteeritud
kindlustusseltsid
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12.8 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 Internet Banking Systems analyzed. Only security related user perceptions are
analyzed.

Lithuanian banks

Security measures functionality for Lithuanian banks

AVERAGE | 85%
Siauliu bankas | 73%
Nordea | 73%
Bankas SNORAS | 3%
Parex bankasi 82%
DnB NORD | 82%
Ukio bankas | 91%
SEB Vilniaus bankas | 91%
SAMPO bankas | 91%
1 91%

Medicinos bankas
0,
Hansabankas 100%
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©
SIS|IE[=|2[&|3 8|33
Session Timeout + |+ [+ |+ + |+ +
Password card e+ ]+ ]+ +]+ +
Password card is not larger than the size of ordinary payment card + [+ |+ [+ ]|+ ]|+ ]+
Confirmation code is required for executing a money transfer RO I A R S B (S S
Permanent (personal) password EO D IS S R S A (S I
Possibility to change the permanent password O D IR 0 TR " IR (R R
VeriSign or equivalent certificate shown + [+ |+ [+ ]+ ]|+ ]+
Mandatory password change when logged for the first time N e N T S
Setting the IBS transaction limits RO I R O I = S (S A
IBS displays a warning message after log out T R o I (S S (T B
Possibility to set frequency for mandatory change of permanent password -t
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Commentary

Nordea provides a password card, where a user must cross out a password code every log
in time.

Hansabankas is the only bank, which has met 100 % of testing criteria.

Most Lithuanian banks’ IBSs provide users with a session timeout. In many banks there is
a possibility to change the time interval.

All banks have password cards as a security measure for logging in the IBS (password
generator is also available on demand).

A confirmation code is required in all banks for executing a money transfer.

All Lithuanian banks (except Nordea) have a personal user’s password for an additional
IBS security.

Only Hansabankas's IBS offers possibility to set the frequency of a mandatory permanent
password change request.

The IBS of Hansabankas requires a shortened (3 digits) code for confirming a transaction.
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Latvian banks

Security measures functionality for Latvian banks

AVERAGE |
Rietumu Banka

Paritate Banka
Latvijas Biznesa Banka
Multibanka

Nordea

Regionala investiciju banka

Latvijas Krajbanka

o
DnB NORD 82%
T 82%
Trasta komercbanka
1 0
Latvijas Tirdzniecibas Banka 82%
| 82%
NORVIK BANKA
N 0
Hipoteku banka 82%
N 0
Baltic Trust Bank 91%
Parex banka 91%
B 0
Komercbanka Baltikums 91%
B 0
SEB Unibanka 91%
7 0
Sampo Banka 91%

Hansabanka

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

Higher figures represent better results

Detailed testing results

©
= g
: s :
o
5|18 “ =
> | c © 3 1S
218 g2 ‘S =
v =
z g|3|m|c|2 g - 3
© w | © | g o
@ ol&|E|g|2ls ZlglEl2]slE]|2] 0
7 ~|a| < | B s < | x =|c|c|c
o8& c| NS =2 s 8 n|6|c|E
> o o S|lao|lo || c = m | © S|& |28 S
ElQ[2|lX[Clu|lw|luvwu|[oc|leo|X|S|la]|® o | E 2
JlZ|gl8la|e|slelc|e|>|%|5|6|E|8|S5|=
Slo| 2|9l |S|IESIE|C|x|lo|L2|a|2|lelal?
Ss|lEle|2|c|R|R|[R|[Z2|(E|S|s|s|2|2|s|m]|8
ol 0| T[T |I|J8|8|3[Z[Z|lalale|lx|lnlnlE
Session Timeout R I BT 2 T B I S N 2 O (R S e A B B
Password card +l+ [+ |+ ]+ - O - + |+ |+
Password card is not larger than the size of ordinary el lal ool tal ol Tl Talsls
payment card
Confirmation code is required for executingamoney | . [ | . | | o [ al o el s ol olal sl . ls]«s
transfer
Permanent (personal) password o I IR A IEPR R A S AN S IS (R NSO I AR S (R S
Possibility to change the permanent password AN S IR A TR R NS S (N R IS (R TSR S AR S (R S
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Commentary

e Hansabanka has met 100 % of all testing criteria.

e In the IBSs of Komercbanka Baltikums and Trasta komercbanka users must use code

calculators to log in and to make transactions.

e IBS of Paritate Banka offers changing the daily transactions limit directly from the IBS:

Limits for single transaction amounts
Limit for a transaction signed using Sign Password:

Personal Settings

2000.00 EUR

e Only in the IBSs of Hipoteku banka and Rietumu Banka a confirmation code is not

required for executing a money transfer.

e Rietumu Banka's IBS provides its users with a separately installable digital certificate -
every transaction is signed with this tool, without user’s participation:

Sign Text

You are asked to sign the following message:

X

maksajuma uzdevumu.

MAKSEJUMA, UZDEYUMS:

a0 Mak=atajs

Datums: 13802007 .

Honta numurs: Ly 20RTMBO0000603505420

32a Summea: LWL 20.00

56 Korespondertbanks:

"Sign Text". Otherwize click "Cancel".

E=, JASCISENS WITELWS, ar savu elektronisko parakstu spstiprinuy $80u maksdjuma A
uzdevumu un visus taj& ieklautos apoalvojumus un parametrus. —
Es apzinos un uznemos riskus un izdevumus, kur var rasties, izpildot $0 manu

If wou agree ta sign this message choose a cettificate to sign with belove and click on

______________________________|

| £

Cancel | Sign Text |
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Estonian banks

Security measures functionality for Estonian banks

0
AVERAGE 84%

0,
Parex Pank 64%
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Nordea 73% ‘

SBM Pank @
Sampo Pank Lszﬁ%
Krediidipank Bﬁ—‘

DnB NORD Lml

0,
Tallinna Aripank 91%

0,
SEB Eesti Uhispank 91%

0,
Hansapank 100%
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Detailed testing results
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glEl2|elgls|=(z|%
Ela|BlE|E|Z|S|2| e
T|lh| | =2]|3]|A|S|als
Session Timeout +l+ |+ l+ |+ +]+]|+]-
Password card el +l+]+1++[+]+
Password card is not larger than the size of ordinary payment card R I T T T B B R
Confirmation code is required for executing a money transfer Eo 10 IR I (R ) IR S [
Permanent (personal) password FA o S S I S A e
Possibility to change the permanent password a0 O ) T 2 B 2
VeriSign or equivalent certificate shown + |+ [+ |+ +|+[+]+
Mandatory password change when logged for the first time EO S IR I e S AR e S
Setting the IBS transaction limits o S R e R A I R
IBS displays a warning message after log out o T R T L e
Possibility to set frequency for mandatory change of permanent password S P N R B B

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 87

Commentary

e Hansapank has met 100 % of all testing criteria.

e The least fulfilled criteria are: “"Confirmation code is required for executing a money
transfer” and “Possibility to set frequency for mandatory change of permanent
password.” The only bank which has fulfilled these criteria is Hansapank.

e Only Parex Pank does not provide its users with session timeout. Besides, after logging
out, the IBS does not show security message:

We'll hope to meet you soon at our virtual office!

e On July 6th, 2007 the security certificate of Parex Pank’s IBS has expired:

= Parex - Internet Bank - Windows Internet Explorer,

TR =
Q- 4 hitps: fumm parex esfubby [ |5 corticsteEnar |45 )< | | [[2]-
W [@Payaw]ntemat Bark ] }
| WWW.pdrex.ee ~
Eesti  Mo-pyccwm  In English
I Konstantin Jerov vI 08.07.2007 11:37:35 HELP
Information Currency rates
Summary Date |06.07.2007 Show rates for selecied date
Account statement
Cash Transfer
Filtered account statermnent Currency Bank of Estonia
Currency exchange rates We buy We sell We buy We sell
Payments AUD 977230 9.91530 281180 9.91040 9.84492
Domestic pavment BGN - - - - 7.99980
_Foreign payment
Foreian payment BYR - - 0.00526 0.00542 0.00534
List of payments
CAD 10.79490 10.94740 10.83850 10.94740 10.83880
Import payments
e — CHF 9.36750 9.49480 9.41470 9.47130 9.45920
Predefined payments CYP 26.60670 26.94160 26.68700 26.90140 2679810
Standing orders CZK 0.54200 0.55020 054310 0.54860 0.54576
DKK 2.09180 211280 2.09390 211170 210275
EUR 15.60500 15.69350 15.64660 15.64660 15.64660
GBP 23.00190 23.27960 23.07130 23.18700 2312500 L
HUF 0.06280 0.06380 0.06310 0.06360 0.06353
JPY 0.09290 0.09400 0.09296 0.09385 0.09355
KZT - - 0.09248 0.09640 0.09408
LTL 4.51560 4.55870 451790 454510 453157
VL 22.35390 2253360 2238800 2253400 2246430
MDL - - 0.92257 0.96988 0.94165
NOK 1.95940 1.98800 197130 1.97820 197483 o
< T
& Internet F00% -
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12.9 Languages

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

Lithuanian banks

Languages functionality for Lithuanian banks

AVERAGE

Nordea

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

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

f
0%

Higher figures represent better results

Detailed testing results
8
wv

[%) & " =

< c S| 8| w

5 8|8 SRR

S [ I Y|lc|3|c|C

Gle|s|e S22 8|<

wlO|So|E|m|lalolE ©

clIZ|zE|Lex|=(Z2(2

HEHEERHBRREE

SIS|2|=2|&8|3[8[3]|3
Local language public website EON D A U R " IR () R
English public website R S S S A B A ) I (S
Local language IBS interface PO T (R S N I IR ) R
English IBS interface ) R i e T B (T e
Local symbols displayed correctly EO N A O R T IO () I
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Commentary

All Lithuanian banks have met 100% of testing criteria.

e The IBS of Ukio bankas offers its users Serbian language version of the interface:

(¥) UKio BANKAS
Civronscue | risowun | sromszuns | vonoce SRR

Kulskausksité Simona

pornoc B krai
Promjena jezika

Tasberite ezik | 5ER

QDREDITI

e In the IBS of SAMPO bankas (and some other banks) a user has to choose the language

before logging in. This is rather inconvenient, since it is impossible to switch to another
language version without logging off.

e Instead of providing language switching button on the visible place, most banks provide

this button in the settings menu, like DnB NORD'’s IBS:

Select language |3y

Copyright © 2007 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 metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB
cannot be held responsible for the validity of information provided.



November 2007 Page 90

Latvian banks

Languages functionality for Latvian banks

AVERAGE

Parex banka

Komercbanka Baltikums |

Sampo Banka

Nordea

Baltic Trust Bank

Rietumu Banka

Paritate Banka

Latvijas Biznesa Banka
DnB NORD

Regionala investiciju banka
SEB Unibanka

Hansabanka

Trasta komercbanka
Latvijas Tirdzniecibas Banka
NORVIK BANKA
Multibanka
Latvijas Krajbanka

Hipoteku banka
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Higher figures represent better results

Detailed testing results
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S gl el & QE, 4 o| @ ° S
o0 sl S|l e|la|N = <l z|(ZE|8|8|5

c |l Zle|<S|E|5|E|<E

Slaolx|le[sS|IN|[C|2|C ~ | e
Slz|Sla|8la|2|F|< alec|d o |2|8|8)s
1ol ldlClelelelS|as|2|la|lel8|E8|ol|lE[E
v|lZ| | E|lo|ls|lslo|l2|le|>S|<x|c|o a|lD|l®
Sla| 2|8l E|Z|T|IS|E|C|x|0|=2|5|2]E 7
S EE R R EIE R B R e
a[o|T | T |S|S|8|>3|Z|Z|a|lale|le|lrn|n|=
Local language public website S BT I S S S IS (R (N 2 IS S B N I
English public website + |+ |+ |+ + PO [ T ) R o IR T I
Local language IBS interface EaR I N S B B PO [ T S A e IS T R
English IBS interface PR T IS S IR S (RS () IS S (AR o IS (S IR I VA S
Local symbols displayed correctly R 2 BT I B R S S (R (N 2 IS S B R I

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 91

Commentary

e 15 out of 18 banks in Latvia have met 100 % of all testing criteria.

e Sampo Banka does not provide the possibility to choose language in the local language
public website version. It is possible to choose English language only by manually typing

“eng” in the address bar:

a: I ot e T | .

esiess T] v

Pieslégties SAMPO E-bankai

Listolaya kods Listotdja rokasgramata

Parole; | | | LAUS

O]

In order to choose English interface in the Multibanka’s IBS one has to: choose language,
log off from the IBS and log in once again.

e When one tries to execute local transfer in Komercbanka Baltikums and as a sum enters
“"ABC" following screen that contains incorrectly displayed local symbols appears:

Windows Internet Explorer

' Summa pardosanai
. Maw not?drta (vai nepateizi nor?d?ta) maks?juma summal
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Estonian banks

Languages functionality for Estonian banks

AVERAGE

Parex Pank -

DnB NORD

Tallinna Aripank
SBM Pank

Sampo Pank
Nordea
Krediidipank

SEB Eesti Uhispank

Hansapank
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Higher figures represent better results

Detailed testing results

Parex Pank

+ |Hansapank

M
|+ | + | + [kredidipank

Local language public website

+ [Tallinna Aripank

English public website

M
| Jmpor
M

i
i I |
RIREED
[ e

HE

Local language IBS interface +
English IBS interface + . \‘
Local symbols displayed correctly +
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Commentary

e  All banks, except for Parex Pank, have met 100 % of all testing criteria.

e Hansapank has a very convenient language switching tool:

hanZa.net ) _ _
HHOT OKPATHD MONES oA onepwanne | Bhixon |

Bank Nenonn MuBecrop d-venyrm Mobunb Crpaxosanne Hacr poiikn
Craprosan 06zop Nnatemn Kypcm Oorosopst Xonaraiictea Bankosckue coobmennn
— Bank > [NATERM > BHYTPM- PecnyBAMKSHOHE NNETEXN Nomows
pec Kie -
nnaTemm Cuét | 1104795498 KOMSTANTIN JERSOV Vl

MemnyraponHbie

Lty Tun nnarexa >~ & OBbiunsit O Cpounsii (cronmocts yenym 50.-)
Onpepenénnsie .

nnaTexmu Homep nokymenta =

KonsepTnposaxue Onpenenénuan gara ~ [08.08.2007

BanoTHl

. s nonyyatens 2 | |
Vicropns nnatesxeii

F— DO | —
Cymma ” |:| CaeoGoaHelil ocTatok 17 949.89 EEK

MoAcHeHWe (TonbKo | ‘
5

NATUHCKUMK ByKBamm) -
Howepeewnwa® [ ]
BHansapank - www.hansa.ce Bonpoce: w oteere: :: Tenedon: 6 310 310 Npusaruocrs

e Itis very inconvenient to switch languages in the IBS of SEB Eesti Uhispank:

cpena, 08.08.2007, epeun:12.12

Tnaskeie ycrasosin

| Ocnoshuie nactp Tnaswan crparuua || "Mog mema” || Gywiamonansiocrn || W napona || KowTakTHble qankbie
Hawik Pyccrnii Aawik v

JCTOHCKNIT RIBIK

Dopmat aatel | AHTMUIACKNI A3bIK

Popmat BpemMeHn

®opmat cymmel -1234567890.99  +

HaumeHoBanuns cuetos
Ne Cuer n BamioTa Husa DrxesHoi numnT MecauHsti numnT
1 10010256751015 WERSHOV KONSTANTIN Juuniorkente  EEK, FUR 25000,00 EEK 5000000 EEK

o

e Despite the fact that Nordea does not have Russian version of the public website
interface, the following sentence may be found in the public website:

Ara lase laenuintressil tiitunud
unistust koormaks muuta!

Baasintresside jarsu tdusu korral
waib laenu tagasimaksmine osutuda
liiga koormavaks. Seda saab viltida,
kui wotta muutumatu kuumaksega
kadulaan.

Nordea Panga muutumatu
kuumaksega kodulaen jétab Teie
pere eslarve intressimuutustest
sdltumatuks.

KpegwT © NoCToAHHOW CYMMOR NaaTexa
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12.10Help 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

Help system functionality for Lithuanian banks

AVERAGE

Medicinos bankas
Ukio bankas
Nordea

DnB NORD

SEB Vilniaus bankas
Bankas SNORAS

Siauliu bankas

Parex bankas
SAMPO bankas

Hansabankas
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Page-level context sensitive help available + + + |+ + + |+ |+ |+
Glossary is provided + = + - - + + +
FAQs are provided + + + o + + + + + +
An example of the account opening form provided on the Internet L I R e S B I S I S
Animated or illustrated tutorial of IBS is provided in the public website - + |+ - - + |+ [+ |+
Full help contents provided on one page for easy searching - - + - + = +
Visual help tools (print screens, animations, illustrations) - - - . - - - - - -
Possible sources of errors explained after illegal operations + - o T I I R I B
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Commentary

Lithuanian banks do not provide any visual help tools within the IBSs.

When one enters a wrong account number in the IBS of DnB NORD, the error message
“document doesn’t fulfill set requirements” appears. Thus, a user does not get clear
information about what is wrong.

All banks, except Nordea, provide users with the page - level context sensitive help
information.

The IBSs of Parex Bankas and Bankas SNORAS have identical FAQ sections, which consist
of 1 question.

FAQ section of the DnB NORD IBS English version does not exist, returning a “404 Page
Not Found” error.

All banks in Lithuania provide their users with an example of the account opening form.
Therefore, users have the possibility to get acquainted with these forms before coming to
a bank’s branch.
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Latvian banks

Help system functionality for Latvian banks

AVERAGE | .
Baltic Trust Bank 38%
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Commentary

e Hipoteku banka has met 88 % of all testing results.

e The least fulfilled criterion in the category is “Glossary is provided”. Only 3 out of 18 banks
provide such section within the IBS.

e Only the IBSs of Paritate Banka and Multibanka do not explain possible sources of the
mistakes after illegal operations. IBS of Paritate Banka has accepted the following local

transfer form:

* Bank Name:

Beneficiary
Type:
Account:
Name:
Country:
Address:
LV Registration
Number:

L. B I B

LV Bank Code:

ABC

Private individual
ABC

ABC

BF:BURKINA FASO
ABC

e Hansabanka is providing full help contents in one page. Meanwhile, comprehensive
information is given only on some topics (marked with orange):

hanZa.net

BANK
Start page
Qnerview
Summary staternent
Account statement
Account balance
JValuable Purchases! programme
Special offers
Pavments
Domestic payments
International pavrnents
Ity defined pavments
Currency exchanoe
Payrment history
E-hills
Rates
Currency exchange rates
currency exchange
Rates archive
Agreements
Direct dehit
Standing arders
Deposits
Bank cards
Mahile bank
Loan agreements
hanzanethank.contracts loans.overdraft
Stmall loan agreement
hanzanethank.contracts. loans.loan

e The IBS of Latvijas Krajoanka does not have help within the IBS, but it provides user with
the link to the user’s manual. Therefore, a user can easily find the needed information.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 98

Estonian banks

Help system functionality for Estonian banks

AVERAGE
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Commentary

Banks in Estonia do not provide any visual help tools within IBSs, nor showing examples of
the account opening forms in the public websites.

All banks in Estonia explain possible sources of errors after illegal operations within their
IBSs.

Hansapank has developed a very good FAQ section. Information is allocated in many
subsections and a user can easily find the necessary information:

Questions and Answers is a section created for your enquiries about our bank’s products and senvices.
This is the place you can use for sending us your suggestions and opinions. In addition, there is an
opportunity to have a look at the questions frequently asked by our customers, with answers to them.

In case you still do not find an answer to your question, you are welcome to contact us over the phone or
submit your enquiry by e-mail har Customer support line (+372) 6 310 310 is open 24 hours
a day, e-mails are answered generally within one business day.

Please send your questions about the information on your account (e.g. cancellation of payments,
operations on account statement, etc) under the bank me = menu of hanza.net.

Hanza.net Bank cards Loans

(use, senices, mohile...) (use, ATMs, use abroad, applying...)  (housing loan and -leasing, overdraft,
consumer finance, student loan...)

Investments Account and settlements Security

(transactions, savings, (functioning of accounts, opening an  (security recommendations for users of

securities, funds, account, international settlements...) hanza.net)

insurance...)

In case you would like to ask a personal question:

All banks, except Parex Pank, have full help contents provided on one page for users’
convenience.

Only Sampo Pank and DnB NORD provide users with the glossaries within the IBSs. In
other IBSs, information and explanation about the terms used is integrated in the help
section.
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12.11 Extra services

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

Lithuanian banks

Extra services in Lithuanian banks

. 0,
AVERAGE 37%
Medicinos bankas ﬁ%‘
— 0,
Nordea 22/0‘

Ukio bankas
Siauliu bankas

32%
‘ 34%
‘ 37%
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DnB NORD 42%L
1 44%

SAMPO bankas
1 44%

Parex bankas —
7 51%

53%

Hansabankas
SEB Vilniaus bankas
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Detailed testing results
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Securities trading
Enabling the securities trading from the IBS

Filling-in the form and submitting online to the bank

A printable form is available online

Checking the securities account online

Making securities transactions online

Making a pension fund agreement online

+ |+ -
Pension funds \
+

Filling-in the form and submitting online to the bank

A printable form is available online

Checking the pension fund balance online

Possibility to switch to another pension plan at the particular bank

Enabling the investment fund trading from the IBS

+ -
Investment funds \

Filling-in the form and submitting online to the bank R () I () IR | R | [
A printable form is available online BN e .
Checking the investment funds account online + - + |+ |+ -] -
Making investment fund transactions online - - - FO I T R

+ -
Credit cards \
+ + |+

Opening the debit card from the IBS

Opening the credit card from the IBS - - R I S I
Filling-in the form and submitting online to the bank + (8 N
A printable form is available online U I I I T T Qi i i
Checking credit card’s status online +0 -] - - SO U ) B
Possibility to change the status of a card from the IBS N SO U ) B
Checking credit card’s validity date online Eo I B ) I (2 BT I o
Credit card’s number and CVC code information is provided in the IBS B () IR [ | | (R
Checking the credit card balance online Fa D S S I I
Making credit card transactions online R R e T ™ S i i s

Debit cards \
+ -

Filling-in the form and submitting online to the bank

Possibility to set a notification of executed leasing payment

Ordering the civil insurance from the IBS

A printable form is available online B e I e I o IR I A (S
Checking debit card’s status online S0 I (R |
Possibility to change the status of a card from the IBS N R I I I D B
Checking debit card’s validity date online + -+ - + |+ ]+ -
Debit card’s number and CVC code information is provided in the IBS B T - - - -
Checking the debit card balance online Eo R I B S A S I
Making debit card transactions online + + |- + |+ |+

Leasing ‘
Checking the leasing account online
Possibility to set a notification of approaching leasing payment B I e

Civil insurance \

Submitting a civil insurance application online

A printable form is available online

Checking the civil insurance contracts online

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While every
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.

metasite



November 2007

Page 102

Detailed testing results (continued)

KASKO insurance
Ordering the KASKO insurance from the IBS

Bankas SNORAS

DnB NORD

Hansabankas

Medicinos bankas
Parex bankas
SAMPO bankas
Ukio bankas

Nordea
SEB Vilniaus bankas

Siauliu bankas

Submitting a KASKO insurance application online

A printable form is available online

Checking the KASKO insurance contracts online
Health insurance
Ordering the health insurance from the IBS

Submitting a health insurance application online

A printable form is available online

Checking the health insurance contracts online
Other services
Allows writing to customer care directly from IBS (without email)

o

+
+
o
+
+
o

Client’s agreements with bank accessible online

An online form available for writing questions directly from the public website

Bank’s currency conversion rates accessible online

Official currency conversion rates accessible online

+

+

Carrying out currency operations

Historical currency rates provided

[+ +]+
+

Information about cash dispensers’ (ATMs') location available

Public website of a bank adjusts to user’s screen resolution

4+ + ]+

+ |+ |+

Bank news feed is present on the public website

+

F S I e e e

+

]+
A ] ]
+
]+

L]+ [+ +]+]+

Bank news feed is present in the IBS
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Commentary

The IBSs of Hansabankas and SEB Vilniaus bankas include a lot of information (e.g. stocks,
reports, etc) and provide a retail customer with lot of functions to make investment
easier for a user:

- - indeksai
Norite anesmon ? 54 w DM Vilnius 54468 +2.28%
= & OMX Tallinn 87928 -172%
» Aktuali informacija S 0MX Riga 71965 +231%
Dél akciju ir fondy repo paliikany <MNasdag Comp SO S0 0%
2007-08-17 » ZDow Jones 13085.01 +0.05%
" £ 3&F 500 144542  -0.04%
» z
Hauiieny sraulas @®DJ STOXX Tech 31820 +1.06%
AB Bankas Snoras: |statinio kapitalo iregistravimas juridiniy  ®DJ Euro STOXX 50 417318 +0.53%
asmeny registre wIRTS 185215  -D.46%
2007-08-17 » agux S
LAprangos” grupé atidaro 4 parductuves = R e
20070817 » wWIG20 338958 +0.19%
APB "Apranga": Dél 2007 m. | pusmecio tarpinés @ HELSINKI ia
informacijos = ==

Very few banks have detailed agreements available in the IBSs. Most of the banks provide
the list of agreements but conditions are not included.

None of the banks provide their users with a possibility to order a securities trading
function via the IBS. In all cases (even if the electronic form is available in the public
website), a potential client has to visit bank’s office to sign the agreement.

All banks that provide pension funds, also offer a possibility to switch from one pension
fund to another.

Some banks do not have their pension funds but represent a pension fund of some other
company (e.g. Finasta, Commercial Union, etc).

None of the banks provide their clients with a possibility to enable investment funds
trading from the IBS if the agreement of a securities account is not signed.

None of the banks have CVC numbers revealed within the IBSs.
It is impossible to change the card’s status online in any bank.

Quite a few customer service representatives stated that it is possible to ask the manager
to notify you about an approaching leasing payment. Meanwhile, none of Lithuanian
banks' IBSs have this service.
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Latvian banks

Extra services in Latvian banks

AVERAGE |

35%

Regionala investiciju banka
Paritate Banka |
Baltic Trust Bank |
Latvijas Tirdzniecibas Banka |
Banka |

12%

Multibanka |

Sampo Banka

Nordea

Komercbanka Baltik

Latvijas Krajbank

Trasta komercbanka:

Hipoteku banka |

Latvijas Bi

Banka |
DnB NORD |

NORVIK BANKA

SEB Unibanl

Parex banka |
Hansabanka

0%

10%

20% 30% 40% 50%

60%

T
70%

T T T
80% 90% 100%

Higher figures represent better results
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Detailed testing results

Securities trading

Baltic Trust Bank
DnB NORD

Hansabanka

Hipoteku banka

Komercbanka Baltikums

Latvijas Biznesa Banka

Latvijas Krajbanka

Latvijas Tirdzniecibas Banka

Multibanka

Nordea

NORVIK BANKA

Parex banka

Regionala investiciju banka

Trasta komercbanka

Paritate Banka
Rietumu Banka
Sampo Banka
SEB Unibanka

Pension funds

Enabling the securities trading from the IBS S0 R R B - - = - -] - + | -
Filling-in the form and submitting online to the bank SO I - - - - + | -
A printable form is available online RO IR N S R S B D EE T IR ) IR B (R A S
Checking the securities account online B o S [ I B S BN " ISR (S IR B IR B2
Making securities transactions online P I L R R I B S IR B IS ) IR B N R

particular bank

Making a pension fund agreement online O I L R R I B s I S IS ) IR B e R
Filling-in the form and submitting online to the bank - - -] -] SO O T I I B B T I
A printable form is available online - |+ S -] -] - - - I D I e
Checking the pension fund balance online S I e S e [ H I N
Possibility to switch to another pension plan at the B N S R (U ) A B R B I

Investment funds

Opening the credit card from the IBS

Enabling the investment fund trading from the IBS RO I ) IR e (R ([ R I S I I e I S
Filling-in the form and submitting online to the bank o I I R e I B I IR () IR (e IR I IR B
A printable form is available online EO IR S R 0 R I B D IR ) I e IR I I A S
Checking the investment funds account online FU R 0 I I IR I IR ) I ) I R R B R
Making investment fund transactions online S D T e I I IR ) IR B B I

Credit cards
+

Filling-in the form and submitting online to the bank R - - - - + |+ - -]+ -
A printable form is available online o+ e - S " S " R IR R IR A S
Checking credit card’s status online EE T 2 N ) BN S U i IR T N (R (N B IR B
Possibility to change the status of a card from the IBS -+ ] - RO T I U 2 I i IR B I B
Checking credit card’s validity date online SO I o B (R (R (S (R B B I ) I I I o
Credit card’s number and CVC code information is PR
provided in the IBS

Checking the credit card balance online + + + |+ |+ + - + | +

Making credit card transactions online

+ + - + +
Debit cards
+ + -

Opening the debit card from the IBS - -]+ = = O I (R R e I e e
Filling-in the form and submitting online to the bank E I B B - SO T I A e
A printable form is available online SO R ) I EO T O S B e
Checking debit card'’s status online -+ |+ I FU IR () R B I I
Possibility to change the status of a card from the IBS SE T R N I VAR I N IR N I (R (N R IR B
Checking debit card’s validity date online O T o T I 2 R P IR " o () IR I I B S
Debit card’s number and CVC code information is N e
provided in the IBS

Checking the debit card balance online |+ ]+ + |+ |+ |+ ]+ |+ - + |+ |+

Making debit card transactions online

+ | + + + + | + + + +
Leasing

payment

Ordering the civil insurance from the IBS

Checking the leasing account online EE T I R T i I R I S I e N e e
Possibility to set a notification of approaching leasing I O P I R I N o e
payment

Possibility to set a notification of executed leasing NN

Civil insurance

Submitting a civil insurance application online

A printable form is available online

Checking the civil insurance contracts online
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Detailed testing results (continued)

KASKO insurance
Ordering the KASKO insurance from the IBS

Baltic Trust Bank
DnB NORD

Hansabanka

Hipoteku banka

Komercbanka Baltikums

Latvijas Biznesa Banka

Latvijas Krajbanka

Latvijas Tirdzniecibas Banka

Multibanka

Nordea

NORVIK BANKA

Parex banka

Regionala investiciju banka

Trasta komercbanka

Paritate Banka
Rietumu Banka
Sampo Banka
SEB Unibanka

Submitting a KASKO insurance application online

A printable form is available online

Checking the KASKO insurance contracts online

Ordering the health insurance from the IBS

Health insurance

Submitting a health insurance application online

A printable form is available online

Checking the health insurance contracts online
Other services
Allows writing to customer care directly from IBS

h ? + |+ |+ |+ ]|+ |+ + |+ ]+ |+ [+ ]|+ F]|+[+]|+]|+]+
(without email)
Client’s agreements with bank accessible online - + |+ - -] - O I ) I SO I
An online form available for writing questions directly 000 PR N U R U (A U A R ) IO
from the public website
Bank’s currency conversion rates accessible online + |+ + | +[+]+ EO RS T e I A RS S +
Official currency conversion rates accessible online SO B B O L P R B I e + +
Carrying out currency operations + |+ [+ [+ [+ [+ -+ +] -]+ + | + + | - |+
Historical currency rates provided R I o T i T I T S IR S I B + |+ |+
Information about cash dispensers’ (ATMs') location PO PR Y I I 5
available
Public website of a bank adjusts to user’s screen el el lalalalalalalalalalalalslsels
resolution
Bank news feed is present on the public website |+ + + + [+ |+ + + | +
Bank news feed is present in the IBS -] - - + + 1+ - - - -
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Commentary

e Only IBS of Hansabanka offers the possibility to set a notification of an executed leasing
payment.

e Only Parex banka's IBS offers the KASKO insurance printable form for in the public
website.

e Hansabanka has successfully implemented Pension Funds and Securities Trading functions
within the IBS:

IvesToR || SR MOBILEBANK  SETTINGS
Home My portiolio Quotes and research Funds and funds’ savings Smart investor

How to use investor paricd
Stock order Weekly focus -indices J
- )
fund ardee Latdjas finansutirgu apskats (10, - 24ji) = A rigd g Sy
Investor price list Hansabanka @ OMy Tallinn 974 42 +1.14%
24.07.200617:09 » w OMX Vilnius 54604  +1.08%
FaouityZ @ STOCKHOLM 42020 +060%
] » Marketwatch
@DJ STOXX Tech 34048 +0.19%
Weekly Baltics 09.07.2007: despite of @0D.J Euro STOXX 50 4539.01 +0.32%
questions and summer, good trading actity seen P
Teedback Hansabank Markets Rt O 26008
Ccall 09072007 1529 » SDow Jones 13836.56
2094 £z Daily Baltics 09.07.2007 @HELSINKI see here

e Nordea provides a glossary with the terms related to the investment funds and securities:

Noderiga infomacija

Terminu vardnica

Akcija - vErtspapirs, ko izdod (emitd) uzpErmurmns (ermitents), lai
iegdty papildu finangu lidzeklus darbibas t3l5kai pilnveidofanai vai
jaunu projektu finans&anai. Akcjas Tpagniekam tas ir apliecinSjums,
ka2 vipam pieder uzpEmurna Tpafura jeb kapitsla dala un vipg ir 3
uzp&rmuma lidzipagnieks, kuram ir tiesthas arf uz dividend&m vai cta
veida uzn&rnurna ienskurmizrn,

Inflacija - makroekonomisks raditsjs, kuré atspogulo vispirdio cenu
limena kSpurnu un athedgi an pitktsp&ias samazindfanos laika gaits,
Inflsciia ir viens no lielskajiem riskiem, kas var batiski istekrnat
ieguldijumus un to uaribu nkotnd. Svarigi sekot idzi ieguldjumu
ienesfgumarn, |ai tas reguls un ilgterming pSrsniegtu inflSdju.

Dividende - akciju zabiedribas tirds pelnas dala, ko sapern akcion&rs,
Emitat - izdot vartspapinus,

Obligicija jeb ilgtermina parada vartspapirs (investicia uz laiku
ilg3ku par gadu) - to emitE valsts, pafvaldiba vai uznEmums, un par
3o aizdevurnu obligicyas ipadnieks sanem ieprisk$ noteiktu
iengkumu.

Paradzime - istermipa (lidz 12 mEnefiern) vErtspapirs, kuru valsts,
pagvaldiba vai uzndmums pardod ar diskentu (zem nominslvartibas),
bet, terminam beidzoties, iegulditsis sapem pilnu nominglvErTbu,

Parada vértspapirs - tas apliecina virtspapira izdeudja saistibas pret
wErtspapir TpaZnieku un garantd vartspapiru Tpagniekam perindisku
iengkumu saskand ar ieprieks fiksEtu likmi, k& 2 dod tiestbas pac

noteikts |aika sapernt vErtspapiru nominalvertibu,

Risks - kida n5kotnes notikuma lest3ianss iesp&amibas
nenoteiktiba,
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Estonian banks

Extra services in Estonian banks

AVERAGE

Parex Pank
Nordea
SBM Pank

Tallinna Aripank

DnB NORD

Krediidipank

Sampo Pank

Hansapank

SEB Eesti Uhispank

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

Higher figures represent better results
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Detailed testing results

Securities trading

Hansapank

SEB Eesti Uhispank

Krediidipank

Sampo Pank
Tallinna Aripank
DnB NORD
Parex Pank

Nordea
SBM Pank

Investment funds \

Enabling the securities trading from the IBS L+ -1 -] -1-1-1-

Filling-in the form and submitting online to the bank L+ -] --1-1-]-
A printable form is available online L+ -] --1-1-]-
Checking the securities account online L+ -+ [+ -] -
Making securities transactions online RS RO I (R B R
Making a pension fund agreement online L+ -+ [+ -] -
Filling-in the form and submitting online to the bank L+ -+ [+ -] -
A printable form is available online Eo RO I (B R
Checking the pension fund balance online L+ -+ [+ -] -
Possibility to switch to another pension plan at the particular bank L+ -+ [+ -] -

Opening the credit card from the IBS

Credit cards \

Enabling the investment fund trading from the IBS L+ -] --1-1-]-
Filling-in the form and submitting online to the bank L+ -] --1-1-]-
A printable form is available online L+ -] --1-1-]-
Checking the investment funds account online L+ -+ [+ -] -
Making investment fund transactions online RS RO I (R B R

Debit cards \

Filling-in the form and submitting online to the bank RO RO I (S B D
A printable form is available online RO RO A (R R
Checking credit card’s status online L+ -+ -1+ -
Possibility to change the status of a card from the IBS L+ -] --1-1-]-
Checking credit card’s validity date online L+ -+ -1+ -
Credit card’s number and CVC code information is provided in the IBS B D I (R I D I R
Checking the credit card balance online L+ ]+ -]+ ]+ -
Making credit card transactions online L+ -+ -]+ ]+ -

Checking the leasing account online

Opening the debit card from the IBS A I
Filling-in the form and submitting online to the bank S I S R R ) I
A printable form is available online I O (R N D B ) I
Checking debit card’s status online O R [ I I R B I
Possibility to change the status of a card from the IBS N T (R I R T B I
Checking debit card’s validity date online L+ -+ -]+ ]+ -
Debit card’s number and CVC code information is provided in the IBS B D I (R I D I R
Checking the debit card balance online L+ ]+ -]+ ]+ -
Making debit card transactions online L+ ]+ -]+ ]+ -

Possibility to set a notification of approaching leasing payment

Possibility to set a notification of executed leasing payment

Civil insurance \

Ordering the civil insurance from the IBS Eo RO I (B R
Submitting a civil insurance application online Eo RO I (B R
A printable form is available online B D I (R I D I R
Checking the civil insurance contracts online Eo RO I (B R
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Detailed testing results (continued)

KASKO insurance

Hansapank

SEB Eesti Uhispank

Krediidipank

Sampo Pank
Tallinna Aripank
DnB NORD
Parex Pank

Nordea
SBM Pank

Health insurance \

Ordering the KASKO insurance from the IBS RN S I (R T D R
Submitting a KASKO insurance application online O I I () R e
A printable form is available online I D I (R N D B e I
Checking the KASKO insurance contracts online PR R I B B

Ordering the health insurance from the IBS P (i N (I I ) IR B
Submitting a health insurance application online R I I T
A printable form is available online R (R IR () I () I I
Checking the health insurance contracts online PR (i N (R I ) IR I
Other services \

Allows writing to customer care directly from IBS (without email) O I R (S R I I e
Client’s agreements with bank accessible online PO R (S P B B
An online form available for writing questions directly from the public website B R [ I R e I
Bank's currency conversion rates accessible online RO R A (IS I A A B
Official currency conversion rates accessible online RO R S (R I A A R
Carrying out currency operations R R S (R B I A B
Historical currency rates provided o R IR () B I B B
Information about cash dispensers’ (ATMs') location available O I R (S R I I )
Public website of a bank adjusts to user’s screen resolution FO 0 R RS IS S B A S
Bank news feed is present on the public website S I B B o

Bank news feed is present in the IBS
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Commentary

Only DnB Nord and Tallinna Aripank do not allow users to write to a customer care
directly from the IBS (without using the e-mail).

None of the banks have bank’s news feed in the IBS.

Only Hansapank and SEB Eesti Uhispank have fully developed securities sections within the
IBSs.

SBM bank has a well developed online form for writing questions directly from the public
website (with an option to chose in which form an expected answer is preferred to be:
email, phone, fax):

Kui Teil on tekkinud kisimusi méne konkreetse teenuse vdi tegevusala kohta, siis palume
taita allolev ankeet ning me vitame Teiega iihendust

valige valdkond: Uldine A

* Kisimuse tekst

[Emal ¥ —

Sisestage oma kontaktandmed ja valige viis, kuidas teie soovite saada vastust, ning seejarel
taitke andmete lahter. * - tahistatud viljade taitmine on kohustuslik.

Hansapank provides an easily accessible and simple securities trading account opening
form:

Price list eligibility Atleast 12 trades semi-annually starting  Minimum number of trades not
from the opening of the account required
Access Only via hanza.net investor tab Via branches, phene banking
and hanza.net investor tab
Permitted transactions Buy and sell orders; transfers free of Buy and sell orders; transfers
payment against payment and free of
payment
Trading counterparty Only Hansabank Any counterparty
Other limitations/special Account can not be opened by USA, Securities transactions
conditions Morwegian and Finnish citizens nor allowed via phone banking
residents
Terms and conditions Securities account terms and conditions

| Open brokerage account | d’ Open securities accou/nt,)

Hansapank and SEB Eesti Uhispank have met 100% of all testing criteria in the investment
funds subcategory.

Only Hansapank and SEB Eesti Uhispank provide a user with the possibility to change a
credit’s card status within the IBS.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
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13. Clarity

TeSting FunCtionaIity - - -

13.1 Overall clarity test results

Lithuanian banks

Overal clarity test results for Lithuanian banks
Average 79%
DnB NORD ‘73%
Nordea ‘74%
Ukio bankas ‘75%
Medicinos bankas ‘ 77%
Bankas SNORAS ‘ 78%
Siauliu bankas ‘79%
Hansabankas 82%
SEB Vilniaus bankas 82%
SAMPO bankas 83%
Parex bankas 84%
me ton 20w 0% o son son v swe oo 1ok

Higher figures represent better results
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Latvian banks

Overall clartiy test results for Latvian banks

AVERAGE | usﬂ
Multibanka | 62%
Nordea | 67%
Latvijas Tirdzniecibas Banka | 1%
Sampo Banka | 72%
SEB Unibanka | [73%

Baltic Trust Bank

Paritate Banka

74%
74%
74%
75%
76%
77%
77%

Regionala investiciju banka
DnB NORD |
Hipoteku banka7
Rietumu Banka |
Komercbanka Baltikums |

o
Trasta Komercbanka 78%
| 78%
NORVIK BANKA
Parex Banka

Hansabanka |

79%
83%

Latvijas Biznesa Banka

Latvijas Krajbanka

87%
T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60%

T
70% 80% 90% 100%

Higher figures represent better results
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Estonian banks

Overal clarity test results for Estonian banks

Average

DnB Nord

Nordea

SBM Pank

Tallinna Aripank

Parex Pank

Krediidipank

SEB Eesti Uhispank

Sampo Pank

Hansapank

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

Higher figures represent better results
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13.2 Public website clarity

Lithuanian banks

Public website clarity test results for Lithuanian banks

Average
DnB NORD

Nordea

Siauliu bankas
Ukio bankas

Hansabankas

Medicinos bankas
SAMPO bankas
SEB Vilniaus bankas

Parex bankas
Bankas SNORAS

79% ‘

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

Higher figures represent better results
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Latvian banks

Public website clarity results for Latvian banks

“ L L L L L L L

AVERAGE
Nordea
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Parex Banka |

NORVIK BANKA |

Rietumu Banka

Hipoteku banka7

Trasta Komercbanka

Paritate Banka

Sampo Banka
DnB NORD
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Latvijas Biznesa Banka 79%
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Estonian banks

Average

DnB Nord

Nordea

SBM Pank

Parex Pank
Tallinna Aripank
Krediidipank

SEB Eesti Uhispank
Sampo

Hansapank

Public website clarity test results for Estonian banks
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0% 10%

20%

30%

40%

50%

60%

70% 80% 90% 100%

Higher figures represent better results
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General comments on the public website clarity test results

Public website clarity test results clearly indicate that most banks in Baltic countries still fail to

provide users with comprehensive and easily accessible information on their public websites.

A well developed website offers visitors content that is organized and optimized for the web; this is
still rarely the case with the websites of Baltic banks. Quite often the amount of product or service
information provided on websites is not adequate: in most cases it is not sufficient, in some
isolated examples it is clearly excessive, but still not able to provide answers to the most basic

questions a typical visitor is asking.

The usability of public websites can and should be improved significantly. Navigation tools, such as
search subsystem or site maps, are either not present or work poorly. In many cases navigation
between different levels of website content proves too complex or difficult, resulting in
inexperienced users being forced to return to the home page of a website repeatedly and restart

their journey.

It has to be noted that banks have done lots of improvements redesigning their public websites
during the last 12 months, adding functionality and making an effort to make their e-service
solutions more user-friendly. It certainly seems that many banks have started paying more and
more attention to the quality of their websites but in general most still lack a comprehensive
approach and seldom use appropriate contemporary methodologies (e.g. goal directed design,
usability testing, etc) in their design and development processes.

We are still at the beginning of the road to banking e-service solutions that would be actually easy
to navigate, offer all the necessary information and have all the functionality that is would be of
use for both new and present customers, and we expect see significant improvements over the

coming years.
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Internet banking system clarity

Lithuanian banks

Internet banking system clarity test results for Lithuanian banks

Average 83%
Bankas SNORAS ‘ 77%
Ukio bankas ‘77%
Nordea ‘ 79%
Medicinos bankas ‘79%
DnB NORD 81%
Siauliu bankas ‘83%
SEB Vilniaus bankas 88%
Hansabankas ‘ 88%
Parex bankas 89%

SAMPO bankas
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Latvian banks

Internet banking system clarity test results for Latvian banks

AVERAGE
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Estonian banks

Internet banking system clarity test results for Estonian banks

Average
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General comments on the Internet Banking System clarity test results

Due to their technological complexity and much longer development and upgrade cycles, internet
banking systems operated by Baltic banks are increasingly lagging behind the public websites in

terms of user friendliness and basic usability.

Clarity of e-banking systems mostly affects the initial experiences of new users who are likely to be
performing the most typical routine operations like checking account balances, getting statements,
etc. The tests show that despite being rather simple in nature, core e-banking functionality

manages to create a lot of trouble for inexperienced users.

Rather limited navigation tools are present in most internet banking systems, making it very time
consuming for inexperienced users to find the functions they need (especially given that overall
complexity of the systems and the diversity of offered functionality is increased and expanded
almost constantly).

One area crying for improvement is the local one-time payment transfer form. Despite being
among the most frequently used functions, the payment transfer form is often hidden away and
not easily accessible. Also, despite the switch to the IBAN system that has been executed years
ago, some Baltic banks still punish their customers by requiring them to input lots of data that is
clearly optional, such as recipient’s bank name, bank code, or even location of the bank (more

sophisticated systems fill these fields automatically, saving users time and effort).

Bank requirements towards the types, lengths and numbers of passwords used for entering IBS
differ a lot, raising suspicions that some banks are sacrificing usability for marginal improvements in
security. Our field tests convinced us that the more complex login procedure is required, the more
mistakes users make in the process, resulting in frustration, waste of time and increased load on
the bank’s customer service hotlines. Experience suggests that internet banking systems are often
run by IT people who are obsessed with security but rarely concerned with usability or user
satisfaction — in these cases a reasonable balance between security and usability can rarely be
achieved.

Many small but annoying problems observed and noted in the four previous studies have been
found to still be present: for instance, overwhelming majority of error messages generated by
internet banking systems remain cryptic and confusing for the users; many banks still haven't
harmonized the titles and labels identifying basic functions within their internet banking systems;
and internet banking systems rarely provide users with adequate context-sensitive help.
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13.3 Individual test results for Lithuanian banks

Bankas SNORAS - 78%

Public website — 79%

Bankas SNORAS

0% 100%

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

Higher figures represent better results
Positive user notes

» ltis easy to find information about the bank account opening procedure.

Negative user notes
»  For retail customers it is not clear what an interest rate with the discount is.
» Font size that is used in the public website is too small.
» There are almost no visual tools (images, icons).
>

Information about the interest rate is provided but it is difficult to calculate it without
calculator.

Internet banking system — 77%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements
darity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

» The layout of the IBS is very well developed and easy to use.

Negative user notes
» It takes some time to understand where the account statement is as there is no clear link
to it.
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DnB NORD — 73%

Public website — 66%

DnB NORD

0% 100%

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

darity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Negative user notes
» ltis quite difficult to understand how navigation system works.
» Itis very difficult to understand the list of commands (“for private users”, “for business

users”, “about us”, etc.) provided in the first webpage of the public website. At first, users
thought that it was simply a picture or a slogan of the bank.

Internet banking system — 81%

DnB NORD

0% 100%

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

Clarity of checking the BALANCE of user account
Clarity of getting the STATEVENT of user account 1
Clarity of making a TRANSFER
darity of LOG OUT
Presentation of functional elements
Clarity of layout

Text readability 86%
Clarity of navigation

100%

Higher figures represent better results
Positive user notes
» Users have appreciated easy and convenient log in process.
» Itis very easy to get an account statement within the internet banking system.

» A very well developed navigation system helps to find all the necessary functions without
putting many efforts.

» Convenient and clear one time local transfer form is provided within the IBS.
Negative user notes

» In general, the internet banking system is quite plain and not very attractive for a user.

Hansabankas - 82%
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Public website — 75%

Hansabankas

0% 100%

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

Clarity of information presentation

Carity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» The design and colors that are used in the public website are very attractive..

» The public website of Hansabankas is very well structured. The necessary information is
easy to find. All the functions are in the places a user expects these to be.

» The public website looks very professional.
Negative user notes

» It was really hard to find explicit information in the loans section. The loan interest rate
information is not provided.

» Information about deposit interest rates is not complete.

Internet banking system — 88%

Hansabankas

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
»  Users have appreciated the possibility to check the account balance straight after log in.

» The IBS of Hansabankas is very functional and at the same time quite simple. Therefore, a
user can execute every necessary operation easily.

Negativ r not

» For a first time user it is difficult to notice the link to the account statement, which is
located in the right bottom corner of the IBS.
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Medicinos bankas — 77%

Public website — 75%

Medicinos bankas

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» Itis very easy to navigate between sections of the public website.

» Users have appreciated the way how the information is presented in the public website of
Medicinos bankas.

Negative user notes

» Information in the loans section is very poor and incomplete.

Internet banking system — 79%

Medicinos bankas

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

darity of layout

Text readability

Clarity of navigation §

Higher figures represent better results

Positive user notes
» Users have appreciated navigation within the IBS.

» Due to a very good choice of the font size and style, the readability of information
provided in the IBS is good.

Negativ r not

»  Codes provided on the code card are too long (way longer than in other banks). It takes
some time to type the code in, therefore log in procedure takes too much time.

» Itis quite difficult to find the account statement.
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Nordea — 74%

Public website — 69%

Nordea

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

» Users have appreciated the design and the way how information is presented in the
website.

» Loans section in the public website is very informative. It was really easy for users to find
the necessary information.

Internet banking system - 79%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

darity of layout

Text readability

Carity of navigation |

Higher figures represent better results
-
» Almost all functions are in the places users expect them to be.

» Itis difficult to finalize (confirm) the transfer. It takes some time to understand how the
transfer confirmation procedure works.

» Due to the absence of a direct and a clear link to the account statement, it is quite
difficult to find it and this procedure takes a lot of time.

» A user has to enter the dates of a period in the account statement form manually.
Besides, the date format is not provided — high probability of making a mistake.
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Parex bankas — 84%

Public website — 79%

Parex bankas

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

» The website is very convenient due to the smart allocation of information. It is placed
exactly where a user is looking for it. This makes browsing easy and fast.

» Users have appreciated the navigation system provided in this website.

» Information about a bank account opening procedure is very clear and easy to
understand.

» The color scheme of the public website improves text readability.

Negative user notes
» Information that is provided in the loans and deposits section is very shallow and
incomplete.

Internet banking system — 89%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results

Positive user notes

» Itis very easy to use the IBS of this bank due to the clear layout and a very well developed
navigation system.

» Users have appreciated a very convenient and simple log in procedure.
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SAMPO bankas — 83%

Public website — 76%

SAMPO bankas

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

» The public website is very informative; in every section potential customer can find a lot of
details and facts about services available in this bank.

Negative user notes

» The website looks overcrowded. If the information was better structured and the layout
was clearer, it would be much easier to find the necessary information.

Internet banking system — 91%

SAMPO bankas

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positi
» Users have appreciated the design of the internet banking system.

» When using internet banking system users did not face any problems while completing
the tasks.
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SEB Vilniaus bankas — 82%

Public website — 76%

SEB Vilniaus bankas

0% 100%

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

Higher figures represent better results
-
» The public website design is very well developed - it looks professional and attractive.
Negative user notes
» The public website is too overcrowded with unnecessary things. For this reason it was
difficult to find the necessary information that was needed for this test. Some essential

information was missing as well (mainly about prices).

» The public website has a complicated structure for inexperienced users.

Internet banking system — 88%

SEB Vilniaus bankas
0% 100%
darity of LOG IN to the e-banking system | 90%
Clarity of checking the BALANCE of user account | 95%

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

Clarity of LOG OUT

Presentation of functional elements

darity of layout

Text readability |

Clarity of navigation |

Higher figures represent better results

Negative user notes

» The IBS of SEB is really sophisticated. The menu includes a lot of features that are not
common for other banks.

» The IBS is very complex for a first time user. It takes some time to figure out main things
about how to use the IBS.

» Some functions were not located, where users were looking for them.
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Siauliu bankas — 79%

Public website — 75%

Siauliu bankas

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» Users have appreciated the design and the way information is presented in this website.
Negative user notes

» Despite the fact that almost all needed information is presented, it is hard to find it due to
complicated structure.

Internet banking system — 83%

Siauliu bankas

0% 100%

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

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

darity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability 83%)
Clarity of navigation |

Higher figures represent better results

o

»  All necessary functions are conveniently located on the left side menu.

» Users have appreciated a high level of functionality provided in the IBS.

» Due to a very convenient menu on the left side, it is very easy to navigate through the IBS.
Negative user notes

»  Color scheme sometimes makes the necessary links hard to notice.
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Ukio bankas — 76%

Public website — 75%

Ukio bankas

0% 100%

Clarity of details on opening bank account 85%
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
.
» Users have appreciated the design of the public website.

» Due to many links that are provided on the first page of the public website it is very easy
to navigate through it.

» ltis very easy to find the information about the account opening procedures at this bank,
information is rather comprehensive and complete.

Negative user notes
» Information provided in the loans section is very brief and incomplete.

Internet banking system — 77%

Ukio bankas

0% 100%

Clarity of LOG IN to the e-banking system I 90%
darity of checking the BALANCE of user account | | 100%
Clarity of getting the STATEMENT of user account
Clarity of making a TRANSFER
Clarity of LOG OUT
Presentation of functional elements
Clarity of layout
Text readability 83%)
Clarity of navigation |

100%)

Higher figures represent better results

Positive user notes

» Users have appreciated fast and convenient log in process, because the IBS mainly opens
only necessary windows.

Negativ r not

» Colors that are used in the IBS are a bit inappropriate and make the necessary information
hardly noticeable.

» The IBS of Ukio bankas is too complicated for a first time user. Local one time transfer has
to be confirmed with the code from another code card (TAN). It is hard to notice this
remark at first.
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13.4 Individual test results for Latvian banks

Baltic Trust Bank — 74%

Public website - 72%

Baltic Trust Bank

0% 100%

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

Clarity of information presentation

dlarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
..

» Users have appreciated the structure of the public website; information is located where
users expect it to be.

»  Clear layout allows accessing necessary information without putting much effort into that.
Negative user notes

»  Extremely slow website. Due to the long page loading, it takes a lot of time even to find
basic information about account opening details.

» Colors used in the design of this website could be brighter.

Internet banking system — 75%

Baltic Trust Bank

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» Users have appreciated the fact that account balance is available straight after log in.

» Itis hard to pick the correct one time local transfer payment form for an inexperienced
user. Meanwhile, the form is very convenient and simple.

Negative user notes

» ltis hard to notice the link to the IBS in the public website of Baltic Trust Bank.
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Banka Paritate — 74%

Public website — 78%

Paritate Banka

0% 100%

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

Higher figures represent better results
Negativ r not

» Some information is difficult to notice at first due to the choice of colors used in the
public website.

» Itis quite hard to navigate through the public website - some very essential navigation
tools are not available.

» Sometimes it is difficult to notice links and to separate these from other text.
» Too little information is provided on some specific subjects.

» Font size used in the public website is too small.

Internet banking system — 70%

Paritate Banka

0% 100%

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

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Negative user notes

» Local one time transfer form is too long. A user needs therefore a lot of time to fill this
form in.

The visual design makes it difficult to notice some interface buttons.
It is quite easy to confirm the transfer, but the security level is doubtful.

The log out button is not located in the top right corner therefore it is difficult to find it.

vV VYV VYV V

It is very difficult to navigate through the IBS.
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DnB NORD — 75%

Public website — 78%

DnB NORD

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation

Higher figures represent better results
.

» Very well developed deposits section in the public website, a user can get there all the
necessary information.

Negative user notes
» Itis rather difficult to find information about loans.

» Although it is possible to find the loan calculator on the public website, it is not possible
to use it.

» At first, it is quite difficult to notice the main menu in the first page of the website.

Internet banking system — 71%

DnB NORD

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation !

Higher figures represent better results
..

» At first, it is hard to notice log in fields on the public website, because this field looks like
search button.

» ltis very difficult to find a direct link to the account statement.
» ltis very inconvenient that within the IBS one cannot use “back” button.

»  Font size used within the IBS is too small.
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Hansabanka — 79%

Public website — 78%

Hansabanka

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» The public website is very informative. All the necessary information is explicitly provided.
» Sitemap and search button make it much easier to navigate through the website.
Negativ r not

» The structure of the website should be improved as there are too many links in the front
page of the website. This makes it difficult to find the necessary information.

» Calculators in the loans and deposits sections are rather inconvenient and do not provide
explicit information.

Internet banking system — 80%

Hansabanka
0% 100%
Carity of LOG IN to the e-banking system | 90%
Clarity of checking the BALANCE of user account | 95%|

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
»  Users have appreciated the structure of IBS.

» The log in procedure is very convenient, and the account balance is available straight after
logging in.

Negativ r not
»  If the calendar was provided it would be easier to deal with the account statement.

» ltis quite difficult to find the log out button.
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Hipoteku banka — 76%

Public website — 76%

Hipoteku banka

0% 100%

L 1

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

Carity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
» A well designed and structured public website.
Negative user notes
» ltis difficult to navigate because of small fonts and wrong choice of colors.

» Information about loan interest rates cannot be found in the public website.

Internet banking system — 77%

Hipoteku banka
0% 100%
Clarity of LOG IN to the e-banking system ] 90%
Clarity of checking the BALANCE of user account i 85%|

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

darity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

»  Users have appreciated the IBS convenience. Efficiently organized main menu helps to find
and perform the required operations.

Negativ r not

» Different sections of the website are too close each other.
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Komercbanka Baltikums — 77%

Public website - 69%

Komercbanka Baltikums

0% 100%

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

darity of information presentation

Clarity of layout

Text readability

Clarity of navigation [

Higher figures represent better results
Negativ r not
» White background distorts the navigation through the public website.

» Some specific links are hard to notice, because they fade in the background.

Internet banking system — 85%

Komercbanka Baltikums

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positive user notes
» Calendar in the account statement section increases the convenience.
»  Users have appreciated easiness of the account balance checking procedure.
Negative user notes
» lItis difficult to notice some links due to the font color.

» Due to the fact that account balance and bank news are located in the same page, it is
quite difficult to notice it.

» Itis quite difficult to log in due to a very sophisticated code calculator.
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Latvijas Biznesa Banka — 83%

Public website - 79%

Latvijas Biznesa Banka

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

» Users have appreciated the possibility to download an agreement for the bank account
opening and a loan application form.

Negativ r not

» Some redundant information and graphics provided on the public website make the site
look cluttered.

» Small font size and white background of the website make it sometimes hard o locate the
necessary information.

» The information about some essential services is not available.

» ltis quite difficult to find comprehensive information about a deposit opening procedure.

Internet banking system — 87%

Latvijas Biznesa Banka

0% 100%

Clarity of LOG IN to the e-banking system ‘

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

» Users have appreciated the clarity of layout within the IBS. All menus are located exactly
in the places where users were looking for.

» A very convenient one time local transfer form is provided.
Negative user notes

» Due to the confusing name of the link to account statement form (“account history”), it is
very difficult to get the account statement.
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Latvijas Krajbanka — 87%

Public website — 90%

Latvijas Krajbanka

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

» Users have appreciated the design of the public website and admitted that it contributes a
lot to the overall good impression of the website.

» Calculator in the deposits section is very well developed and provides user with explicit
information about different kinds of deposits.

Negative user notes
» The public website is rather slow.

» Some pages (e.g. calculators) contain other public website language version texts.

Internet banking system - 84%

Latvijas Krajbanka

arity of LOG IN to the e-banking system

dlarity of checking the BALANCE of user account
Clarity of getting the STATEVENT of user account
Clarity of making a TRANSFER

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positive user notes
» A very simple and convenient local transfer form is provided within the IBS.
» A very developed, usable and clear interface of the IBS.
Negative user notes
» The log out button is placed in the unexpected section of the IBS.
» Account statement is called “account history” - that is confusing for a first time user.

> Itis hard to locate the local one time transfer form.
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Latvijas Tirdzniecibas Banka — 71%

Public website — 65%

Latvijas Tirdzniecibas Banka

0% 100%

Clarity of details on opening bank account
Clarity of details on holding deposits
Clarity of details on taking aloan

Clarity of information presentation

Clarity of layout

Text readability

arity of navigation §

Higher figures represent better results
.
»  Very useful visual tools are provided in the public website.
Negative user notes
» There is no information on conditions for the account opening in the public website.
» Tariff information is present in the Adobe Acrobat form and opens in the same window.

»  Choice of the font size and color palette sometimes makes difficult to read the text.

Internet banking system — 77%

Latvijas Tirdzniecibas Banka

0% 100%

darity of LOGIN to the e-banking system | ] 90%

darity of chedking the BALANCE of user account
darity of getting the STATEMENT of user account
darity of making a TRANSFER

Qarity of LOG OUT

Presentation of functional elements

darity of layout

Text readability

darity of navigation |

Higher figures represent better results

Negative user notes
» ltis very difficult to find the log out button, since it has no label.
» ltis inconvenient that the IBS is being opened in a separate window after logging in.
» ltis very difficult to find an account statement.
» ltis rather difficult to find the necessary functions within the IBS.
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Multibanka — 62%

Public website - 68%

Multibanka

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi
» Users have appreciated the interface of the public website.

» Due to the clear layout of the public website it is easy to find almost all needed
information.

Negative user notes

» Some links and buttons appear unexpectedly.

» Rather hard to navigate through the public website.
» Too difficult to find the contacts section.
>

Link to the IBS is accessible only from the first webpage of the website.

Internet banking system — 56%

Multibanka

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

dlarity of layout

Text readability

dlarity of navigation |

Higher figures represent better results
Positive user notes
»  Users have appreciated the easy and convenient log in procedure.
Negative user notes
» ltis quite difficult to notice the link to the IBS in the public website.
»  Only Latvian language interface is provided.

»  Design within the IBS and public website differs, it is hard to get used to it.
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Nordea - 67%

Public website — 63%

Nordea

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

» Descriptions of the services are not complete, only brief information about available
services is provided.

» Adirect link from the descriptions of the services to the price list is not present.

» Navigation system is not developed - it is not clear in which part of the website you are
and how to get back to the previous level.

Internet banking system — 71%

Clarity of LOG IN to the e-banking system

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

darity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» Users have appreciated the fact that account balance is available straight after the log in.
Negative user notes
» Some users may forget to confirm a transfer, which must be done separately.
» ltis quite difficult to log out, because it is impossible to do it by pressing the button “log
out”. Instead, one has to press button “log out without confirmation” (if the payment is

not confirmed) and due to the design of the IBS, it is difficult to notice this button.

» To get an account statement, a user has to enter the date period manually, which is
rather inconvenient.

» One has to fill too much information in the one time local transfer form.
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NORVIK BANKA — 78%

Public website - 73%

NORVIK BANKA

0% 100%

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

darity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

» Users have appreciated explicit information provided in the deposits section.
Negativ r not
» Very inconvenient menu in the public website.

» In the loans section there is no explicit information about interest rates and required
documents to take out a loan.

Internet banking system — 84%

NORVIK BANKA

0% 100%

darity of LOG IN to the e-banking system | ] 80%

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

darity of LOGOUT

Presentation of functional elements

darity of layout

Text readability

darity of navigation |

Higher figures represent better results
Negative user notes

» Log in process is very complicated.

» ltis very difficult to find the account statement function within the IBS.
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Parex banka — 79%

Public website — 73%

Parex banka

0% 100%

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

Higher figures represent better results
Negative user notes
» There is no consistency of where to find information about different services.
» Font size used in the public website is too small.

» Information is allocated quite chaotically in the public website. It is rather difficult to find
information about some specific services.

Internet banking system — 84%

Parex banka

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

darity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
»  Users have appreciated very convenient and simple local transfer form.
» All functions are located in places, where users expected them to be.
Negativ r not
» Parex banka provide users with the log in fields on the first webpage of the public

website. Meanwhile, after the log in data is entered, a user is being redirected to the IBS
log in page, where one has to enter the same information once again.
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Regionala Investiciju banka — 74%

Public website - 70%

Regionala Investiciju banka

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
.
» Very convenient menu is provided in the public website.
» Users have appreciated simple and clear layout of the public website.
Negative user notes
» Information is poorly formatted — too much unnecessary words are present and distort
the readability.

» Information about the account opening price is provided in the .PDF file and it takes time
to open it.

»  More bright colors could be used in the design of the public website.

Internet banking system — 78%

Regionala Investiciju banka

Clarity of LOG IN to the e-banking system

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

darity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
Positive user notes
» Due to the very clear layout, it is easy to locate the necessary information.
Negativ r not
» Account balance is not available straight after log in.
» Very inconvenient procedure of getting an account statement.

»  One time local transfer form is very inconvenient.
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Rietumu Banka — 77%

Public website — 75%

Rietumu Banka

0% 100%

L 1

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» Users have appreciated explicit information on deposits in the respective section.
Negative user notes

» Due to the fact that the bank provides so many specific services, it is quite difficult to find
the necessary information.

» Too much information is provided in the first page of the public website.

» Too sophisticated terms are used in the public website — hard to navigate for the
inexperienced users.

» It is rather difficult to find information about prices due to inappropriate usage of font
colors.

Internet banking system — 79%

Rietumu Banka

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes

» Users have appreciated the possibility to see the account balance straight after the log in.
Negativ r not

»  The choice of IBS modes “full access” and “limited access” during the log-in is confusing.

» Due to unclear layout, it is rather hard to navigate within the IBS.

» Font size used within the IBS is too small.
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Sampo Banka — 72%
Public website — 78%
Sampo Banka
0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes
» The public website provides a good impression about the bank.
»  All the necessary information can be easily accessed.

Negativ r not

» No information about the documents required for taking out a loan is provided.

» There is a very inconvenient loan calculator provided in the loans sections.

Internet banking system — 66%

Sampo Banka

0%

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

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation §

Higher figures represent better results

Positive user notes

» IBS has a very well developed navigation system.

» Users have appreciated a very easy log in procedure and the fact that the account balance

can be found without putting much effort.
Negative user notes
»  Only Latvian language interface is available.

»  IBS works slowly in comparison to the IBSs of other banks.
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SEB Unibanka — 73%

Public website - 70%

SEB Unibanka

0% 100%

darity of details on opening bank account ‘ 89%
Clarity of details on holding deposits
Clarity of details on taking a loan

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
»  Users have appreciated explicit information about the bank account opening procedure.
Negativ r not
» No calculators in the deposits and loans sections are provided. It is therefore quite hard to
get explicit information about these services from the information provided in the public

website.

» Due to the unclear navigation system it is quite difficult to access the necessary
information.

Internet banking system

SEB Unibanka

0% 100%

Clarity of LOG IN to the e-banking system ] 60%
darity of checking the BALANCE of user account 95%)
Clarity of getting the STATEMENT of user account 65%
Clarity of making a TRANSFER 80%,
Clarity of LOG OUT 80%)
Presentation of functional elements 80%,
darity of layout 78%
Text readability 74%)
Clarity of navigation 70%

Higher figures represent better results

Positive user notes

» The menu that is provided on the right side of the IBS is very convenient and gives fast
access to all needed functions.

Negative user notes
» The log in process is rather complicated.

» Itis unclear how to get back to the starting page of the IBS.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 150

Trasta komercbanka — 78%

Public website — 77%

Trasta komercbanka

0% 100%

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

Carity of information presentation

Clarity of layout

Text readability

Carity of navigation |

Higher figures represent better results
Negative user notes
» ltis very difficult to find “home” button.

» Due to the very unclear layout of the website and not developed navigation system it is
very hard to find the necessary information.

»  Color scheme of the public website distorts navigation.

» Search engine does not work properly.

Internet banking system — 80%

Trasta komercbanka

0% 100%

Clarity of LOG IN to the e-banking system

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

Carity of LOG OUT

Presentation of functional elements

darity of layout

Text readability

Clarity of navigation §

Higher figures represent better results
.

»  Users have admitted that the color scheme of the IBS is very pleasant and assists much in
navigation.

Negative user notes
» Login procedure is very long and inconvenient due to the code calculator.

» ltis difficult to understand local transfer form.
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13.5 Individual test results for Estonian banks

Hansapank — 94%

Public website — 93%

Hansapank

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positive user notes
» The structure of the website is very convenient and clear.
»  All information can be easily found and accessed.
»  Users have appreciated the professional design of this website.
>

Very explicit information about loans is provided in the website.

Internet banking system — 95%

Hansapank

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
»  Users have appreciated high level of the IBS functionality.

» Due to the very clear layout of the IBS, all needed operations can be accessed and
performed very easy.

Negative user notes

» Users faced trouble in getting an account statement for some specific date period (for
example starting from the second Monday of July).
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SEB Eesti Uhispank — 90%

Public website — 87%

SEB Eesti Uhispank

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

» The information on loan interest rate in the public website is not complete.

Internet banking system — 93%

SEB Eesti Uhispank
0% 100%
Clarity of LOG IN to the e-banking system 100%)
Clarity of checking the BALANCE of user account 100%)
Clarity of getting the STATEMENT of user account 85%
Carity of making a TRANSFER 100%)
Clarity of LOG OUT 100%
Presentation of functional elements 90%
Clarity of layout 88%
Text readability 96%
darity of navigation 93%)|

Higher figures represent better results
Positi
» User have appreciated convenient log in procedure.

» Users have appreciated the fact that necessary fields to be filled in are marked with
asterisks.

»  Users have appreciated very convenient payment confirmation practices within the IBS.

» Local transfer form is very well developed; users did not meet any problems while
executing the transfer.

Negative user notes
» At first it is quite difficult to notice the calendar button in the account statement section
of the IBS.

» ltis quite difficult to switch between the languages within the IBS.
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Krediidipank — 87%

Public website — 86%

Krediidipank

0% 100%

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

Higher figures represent better results
Positive user notes
»  Clear navigation makes this website very attractive for the potential customer.
Negativ r not

» Colors that are used in the public website design are not appropriate — it is often hard to
distinct the links.

Internet banking system — 87%

Krediidipank

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout
Text readability
Clarity of navigation §

Higher figures represent better results
Positive user notes

» Itis very convenient to enter user ID during the log in process due to a good choice of
font and size of letters used in the IBS.

» It is very useful that before confirmation of a payment, the sum of money to be
transferred is written in words.

»  Users have admitted that the organization of the IBS is quite optimized and logical.
Negative user notes

» It is difficult to get an account statement for some specific date period (for example
starting from the second Monday of July).
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Nordea — 72%

Public website — 71%

Nordea

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation

Higher figures represent better results
Negativ r not
» ltis hard to find the necessary information.
» Information provided in the public website is very brief and incomplete.

» The structure of the public website makes navigation very difficult.

Internet banking system — 74%

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results

Negative user notes
» The IBS of Nordea lacks many essential functions that are needed on the daily basis.
» If the background color was different, it would be easier to navigate within the IBS.
» ltis very hard to notice the logout button of the IBS due to its allocation.
» Itis quite difficult to log in due to very inconvenient code card.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.



November 2007 Page 155

Sampo Pank — 92%

Public website - 87%

Sampo Pank

0% 100%

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

Clarity of information presentation

Clarity of layout

Text readability

Clarity of navigation [

Higher figures represent better results
Positive user notes
» Users have appreciated the design and the colors of the public website of Sampo Pank.
» Itis useful that information is accessible in Estonian, Russian and English languages.

» Due to the very clear and developed navigation system users can access all needed
information in a very convenient way.

Internet banking system — 96%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
.
»  Users have appreciated convenience of the IBS.

» Calendar in the account statement sections helps to choose the date without using some
other tools.

Negativ r not

» To many codes make the log in procedure difficult.
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SBM Pank — 79%

Public website — 72%

SBM Pank

0% 100%

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

darity of information presentation

arity of layout

Text readability

Clarity of navigation |

Higher figures represent better results
Positi

» Layout and structure of the website is very simple and convenient, all needed information
is easily accessible.

»  Pictures that are provided in the public website help to find the necessary information.
Negativ r not

» The website looks unfinished, essential information is missing.

» Website is available only in Estonian language.

» Due to a small font size it is very difficult to read the text.

Internet banking system - 86%

SBM Pank

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results
Positi
»  Users have appreciated easy navigation within the IBS.

» Despite the fact that users needed to enter two codes during the log in process, this
procedure seemed very convenient and simple for them.

»  Users have appreciated the possibility to make transfers in different currencies.
Negative user notes

» Making a background color of the IBS different would improve the IBS navigation.
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Tallinna Aripank — 85%

Public website — 86%

Tallinna Aripank

0% 100%

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

Clarity of information presentation

darity of layout

Text readability

Clarity of navigation

Higher figures represent better results

Positive user notes
» Itis very convenient and simple to navigate through this website.

» The menu provided on the public website is simple and easy to use.

Negative user notes
» The allocation of information could be improved.

Internet banking system — 84%

Tallinna Aripank

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout
Text readability

Clarity of navigation |

Higher figures represent better results
.
» Users have appreciated a very easy and simple log in procedure.
» Itis easy to switch between Estonian, English and Russian languages.
Negative user notes
» Sometimes it is hard to find the necessary section due to the design of the IBS.

» Transfer confirmation procedure is too complicated.
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DnB Nord — 68%

Public website — 69%

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

Clarity of information presentation

DnB Nord

0% 100%

Clarity of layout
Text readability
Clarity of navigation |

Higher figures represent better results

Negative user notes
» ltis hard to find out how navigation system works.
» Itis not possible to go to the previous level — one has to restart browsing from the main
page, which is very inconvenient.
» The design looks unfinished. It is very difficult to read the text due to the unsuccessful
choice of colors.
» Complete information is provided only in the Estonian version of the website; it is almost

impossible to find information in other languages.

Internet banking system — 66%

Clarity of LOG IN to the e-banking system ] 45%
Clarity of checking the BALANCE of user account 1 100%
Clarity of getting the STATEMENT of user account

DnB Nord

0% 100%

Clarity of making a TRANSFER
Clarity of LOG OUT

Presentation of functional elements
Clarity of layout

Text readability
Clarity of navigation

81%
|

Higher figures represent better results

Positive user notes
» Account balance is available straight after the log in procedure.
Negative user notes
»  Procedure of making local transfer is very long and inconvenient.
» Log in takes too much time.
» Design of the IBS could be improved.
» The navigation and the functions are mixed up. It is quite difficult to navigate within this

IBS.
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Parex Pank — 86%

Public website — 78%

Parex Pank

0% 100%

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

Clarity of information presentation

darity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

» Itis very easy to navigate through the website due to very well developed layout of the
information and overall clearness.

Negativ r not

» Information provided in the website is not complete. For example, the account opening
fee is not specified (the cell in pricelist is empty).

Internet banking system — 94%

Parex Pank

0% 100%

Clarity of LOG IN to the e-banking system

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

Clarity of LOG OUT

Presentation of functional elements

Clarity of layout

Text readability

Clarity of navigation |

Higher figures represent better results

Positive user notes

»  Users have appreciated fast and simple log in procedure.

» IBS navigation system is very convenient.

Negative user notes

»  Users had faced problems with getting the account statement for specific period of time.
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14. Convenience

TeSting { FunCIionaIity - - -

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

During the test, two users experienced in using a particular Internet Banking System were asked to
carry out the following sequence of actions as fast as possible:

¢ Log in> Check account balance = Domestic money transfer = Log out

Each of the participants made four attempts to carry out the sequence, and only the attempt that
produced the best results was recorded for further analysis and benchmarking.

As it has been described in the Methodology section of the report, each part of the sequence (log
in, check balance, transfer payment, and log off) was evaluated according to four criteria, and then

the total result for each bank was calculated:

Convenience test criteria:

1. Overall time needed for every step } Time
2. Number of mouse clicks needed
Convenience
3. Pages necessary to load Effort
4, Number of keystrokes needed
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14.1 Overall results of the convenience test

Lithuanian banks

Overall Convenience test results for Lithuanian banks

AVERAGE

Bankas SNORAS
DnB NORD

Siauliu bankas

Medicinos bankas

SAMPO bankas

Ukio bankas

Parex bankas

SEB Vilniaus bankas

Hansabankas

Nordea

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

80% 90%  100%

Higher figures represent better results
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Latvian Banks

Overall Convenience test results for Latvian banks

Average
Paritate Banka

Latvijas Tirdzniecibas Banka7

Trasta Komercbhanka

Komercbanka Baltikums

Rietumu Banka
NORVIK BANKA

Parex banka

Sampo Banka

Latvijas Krajbanka

Multibanka
Baltic Trust Bank

DnB Nord

Hipoteku banka

Latvijas Bi

Banka

Regionala investiciju banka

Nordea

Hansabanka7
SEB Unibanka

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

f f f
80% 90% 100%

Higher figures represent better results

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While every
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB
cannot be held responsible for the validity of information provided.




November 2007 Page 163

Estonian Banks

Overall Convenience test results for Estonian banks

AVERAGE
DnB NORD

Tallinna Aripank

SBM Pank

Hansapank

SEB Eesti Uhispank

Krediidipank
Sampo Pank

Nordea

Parex Pank

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

Higher figures represent better results
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14.2 Time needed to complete the sequence

Lithuanian Banks

Time needed to complete the sequence for Lithuanian banks

AVERAGE

Hansabankas | | I

Parex bankas | | |

Bankas SNORAS | | |

Nordea | |

SAMPO bankas | | |

Siauliu bankas | |

Ukio bankas |
SEB Vilniaus bankas

DnB NORD |

Medicinos bankas |

0 10 20 30 40 50 60

70 80 20

Seconds

Lower figures represent better results

Commentary

e In Hansabankas and Nordea 2 processes are optimized: account balance is displayed
straight after the log in, and it takes only one mouse click to log off from the system.

e IBSs of SEB Vilniaus bankas, Hansabankas and Nordea are displaying the account balance
straight after the log in, which makes optimized this stage of the sequence

e Bankas Snoras has substantially improved convenience of its IBS. The bank’s IBS was one
of the most inconvenient ones for a couple of years. According to current testing results,
it takes 30 seconds less than 1 year before to complete the sequence in Bankas Snoras’

IBS.
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Latvian Banks

Regionala investiciju banka ||

Latvijas Biznesa Banka |
Latvijas Krajbanka ”

NORVIK BANKA | |

Rietumu Banka |

Trasta Komercbhanka | | | I_

Hipoteku banka7 | | L
Baltic Trust Bank : | |

Time needed to complete the sequence for Latvian banks

AVERAGE | l ]

Hansabanka: | |

SEB Unibanka |

Nordea |L

Multibanka7 | |
DnB Nord : |

Parex banka | | |

Sampo Banka |

Komercbanka Baltikums | ||
Latvijas Tirdzniecibas Banka | |I
Paritate Banka | |'7
1 I 1 I I 1
0 20 40 60 80 100 120
........ R R Seconds
O Login O Balance O Transfer OLogout
Lower figures represent better results
Commentary

The IBS of Paritate Banka requires almost two minutes for completing the sequence. Such
long time can be explained by the fact that, when user is making a transfer, he must fill in
many unnecessary fields. (e.g. payment code, also one must enter bank’s name,
mandatory address of beneficiary etc.).

The IBS of Regionala investiciju banka does not require any codes from the code cards
while logging in. Only 14 seconds are needed for the login process.

Both: SEB Unibanka and Hansabanka have fast IBS log in procedure (20 and 17 seconds
correspondingly), and both allow executing the local money transfer very fast — 30
seconds for SEB Unibanka and 31 for Hansabanka.

It took only 12 seconds to connect to the Latvijas Tirdzniecibas Banka’s IBS. This can be
explained by the fact that Latvijas Tirdzniecibas Banka’s IBS does not ask any codes while
logging in - only a username and a permanent password are required.

It is a common case for Latvian banks that there are too many, often unnecessary pages
are loaded during the log in procedure.

Code generators do provide enhanced level of security, but considerably decrease
convenience.
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Estonian Banks

Time needed to complete the sequence for Estonian banks

AVERAGE

Parex Pank

Sampo Pank

Nordea

Krediidipank

SBM Pank

SEB Eesti Uhispank

Hansapank

Tallinna Aripank

DnB NORD

60

T 1
100 120

Seconds

Commentary

Lower figures represent better results

e [t takes almost two minutes to complete the sequence within the IBS of DnB NORD.

e Nordea has the fastest login process - only 21 second. This is due to the fact that the IBS
of Nordea does not require permanent password, but uses 4 digit one-time codes. Such
solution definitely speeds up the log in procedure.

e Best performers in the category are: Parex (26 seconds), SBM (27 seconds), Sampo (28
seconds), and Krediidipank (29 seconds). This is due to the fact that the IBSs of these
banks do not require a confirmation code when making money transfer (like Hansapank,

SEB, Nordea, DnB NORD) and have simple confirmation system.

e  Almost all banks (except DnB NORD) show pretty much similar convenience testing results.
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14.3 Number of mouse clicks needed

Lithuanian Banks

SEB Vilniaus bankas

Medicinos bankas
Bankas SNORAS

SAMPO bankas

Number of mouse clicks needed in Lithuanian banks

AVERAGE

Nordea

Hansabankas

Parex bankas
Ukio bankas
DnB NORD

Siauliu bankas

Lower figures represent better results

Commentary

In the IBS of Nordea only 10 mouse clicks are needed to complete the testing sequence.
This is mainly due to the fact that its IBS consists of the simplest functions only. Hence,
everything is easily reachable.

In the IBSs of Hansabankas and SEB Vilniaus bankas it is possible to complete the
sequence in 12 mouse clicks. The IBSs of these two banks have lots of functions and
commands. Testing results might serve as the evidence that all the functions are very
systematically and time-efficiently organized within the IBSs.

Due to the fact that one has to confirm the same thing for a few times, 19 mouse clicks
are needed to complete the sequence in Medicinos bankas. When completing the
transaction, a user has to put some ticks and confirm them several times.

It takes 19 mouse clicks to complete the sequence in Bankas SNORAS and Siauliu bankas.
This is mainly due to the menu of the IBSs (sometimes it is possible to make 3 mouse
clicks in the menu without being redirected to another page).
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e Latvian Banks

Number of mouse clicks needed in Latvian banks

AVERAGE

Nordea

SEB Unibanka7

Latvijas Biznesa Banka ]
Hansabanka

Baltic Trust Bank ]

DnB Nord ]

Hipoteku bank37

Sampo Banka7

Komercbanka Baltikums ]

Regionala investiciju banka ]

Latvijas Krajbanka7

Parex banka ]

Trasta Komercbanka |

NORVIK BANKA

Multibanka7

Latvijas Tirdzniecibas Banka

IR
[CAR

15

Paritate Banka

Banka

26

10 15 20 25

1
30

Commentary

e One needs only 11 mouse clicks to complete the sequence in Nordea. This number may
be decreased if long payment confirmation process is optimized.

Lower figures represent better results

e It takes 26 mouse clicks to complete the sequence in Paritate Banka. This is mainly due to
a very long and difficult to understand local transfer form.

e In the IBS of Latvijas Tirdzniecibas Banka there is a lot of unnecessary information required
from a user. If only truly necessary fields are left, convenience of the Latvijas Tirdzniecibas
Banka’s IBS would be dramatically improved.

e Convenience of Latvijas Tirdzniecibas Banka’s IBS is seriously distorted by the issue that
not all the necessary fields are marked with asterisks:

Additional information

: Priority '

! Informiation to beneficiary '

: Info for ordering customer bank

IHI dinary * Comission is payd by ' |1}UP. - Ordering Customer fully

000 Indefinite =l

|S.welhe(Iocumeminthe "To Authorize™ folder j Y Run

e Within the IBS of Rietumu Banka a user must create new payment form (template) for
every new local transfer. This process requires a lot of mouse clicks. Meanwhile, this

system is rather convenient.
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Estonian Banks

Number of mouse clicks needed in Estonian banks

AVERAGE

Parex Pank

Nordea

SEB Eesti Uhispank

Sampo Pank

Krediidipank

Hansapank

SBM Pank

Tallinna Aripank

DnB NORD

Lower figures represent better results

Commentary

e On average Estonian bank’s IBS require the smallest amount of mouse clicks to complete
the sequence.

e Just like in Lithuania and Latvia, Nordea's IBS appears to be the most convenient IBS in
terms of mouse clicks. Pan-Baltic similarity is explained by the fact that Nordea’s IBS is the
same in all three countries.

e Except for DnB NORD, Estonian banks appear to be very similar in the necessary mouse
clicks category.
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14.4 Number of pages necessary to load

Lithuanian Banks

Number of pages necessary to load in Lithuanian banks
AVERAGE 3.9
8
Nordea
Hansabankas 8
SEB Vilniaus bankas 9
Bankas SNORAS 9
Siauliu bankas 10
SAMPO bankas 10
Parex bankas 10
Medicinos bankas 10
Ukio bankas "
z
DnB NORD
1 1 1 1 1 1 1
0 2 4 6 8 10 12

Lower figures represent better results
Commentary

e Due to the fact that the most frequently used commands of the IBS are not time-
efficiently structured, it takes 12 pages to load in the case of DnB NORD.

e IBSs of Bankas SNORAS, Siauliu bankas, and Parex bankas contain a couple of
unnecessary transfer confirmation pages that may be easily removed with an aim to
optimize the money transfer process.
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Latvian Banks

Number of pages necessary to load in Latvian banks

AVERAGE 8.4
Komercbanka Baltikums 6 =

Latvijas Biznesa Banka ’
Hansabanka |

Regionala investiciju banka
SEB Unibanka

Trasta Komercbanka

Latvijas Tirdzniecibas Banka7
Multibanka
Baltic Trust Bank

Paritate Banka
DnB Nord ]
NORVIK BANKA ]
Latvijas Krajbanka ]

EAEREAEAEAEAEAE)

Sampo Banka

Hipoteku banka

Banka

Nordea [
Parex banka m

0 1 2 3 4 5 6 7 8 9 10

Lower figures represent better results

Commentary

e The IBS of Komercbanka Baltikums requires only 6 pages to load to complete the
sequence.

e Putting IBS log in field in the first page of Latvijas Biznesa Banka' public website would
optimize its convenience of log in process.

e |BSs of Parex Banka, Nordea, Rietumu Banka and Hipoteku banka have very sophisticated
transfer making form and complicated payment confirmation process. All this results in
unnecessary pages that are being loaded during the sequence process and decreased
convenience in general.
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Estonian Banks

Number of pages necessary to load in Estonian banks

AVERAGE
Sampo Pank
SEB Eesti Uhispank

Parex Pank

SBM Pank

Nordea

Krediidipank

Hansapank

DnB NORD

Tallinna Aripank

Lower figures represent better results

Commentary

e The IBSs of Sampo Pank and SEB Eesti Uhispank require only 7 pages to load to complete
the sequence. Small amount of pages that are necessary to load is explained by the
optimized log in procedures at these banks.

e The IBS of Tallinna Aripank requires 10 pages to load to complete the sequence. Large
amount of pages is associated with very complicated payment confirmation system.
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14.5 Number of keystrokes needed

Lithuanian Banks

Number of keystrokes needed in Lithuanian banks

AVERAGE 84.8
72
Nordea
Hansabankas 80
SEB Vilniaus bankas 81
Ukio bankas it
84
SAMPO bankas
Parex bankas .
- 85
Siauliu bankas
DnB NORD 85
88
Bankas SNORAS
93
Medicinos bankas
1 1 1 1 1 1
1] 20 40 60 80 100

Lower figures represent better results

Commentary

e The smallest amount of keystrokes that is needed to complete the sequence is in Nordea's
IBS. This is due to the fact that only 4 digit codes are used for logging in to the IBS, as
well as the absence of a permanent password. Besides, when completing a transaction it
the field of “the purpose of transaction” is not mandatory.

e To log in to the IBS of Medicinos bankas one has to enter 10 digit long PIN code. And
when signing a transaction TAN codes of the same length have to be entered. This
conciderably affects convenience of the procedure.

e In general, the amount of keystrokes that is necessary to complete the sequence is nearly
the same for all Lithuanian banks.
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Latvian Banks

Number of keystrokes needed in Latvian banks

AVERAGE
DnB Nord
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Hipoteku bank37
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Paritate Banka 1o
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Lower figures represent better results

Commentary

e To execute a local transfer at the IBS of DnB NORD, a user should specify only the amount
of money to be sent, the recipient and recipient’s account number, therefore only 70
keystrokes are needed to complete the sequence.

e Due to the fact that in the IBS of Komercbanka Baltikums one has to enter 3 different
codes from code calculator, it takes 131 keystroke to complete the sequence. To get code
for executing of the local transfer user must enter amount, currency, beneficiary and value

date:
Payment
BMOUNT 0l
[CURRENCY 001}
EEMEFICARY 0700
‘ALUEDATE 30072007
* DigiPass

e Many keystrokes are needed to complete the sequence in case of Paritate Banka's IBS. A
user must enter bank’s name, the address of recipient and other unnecessary information.
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Estonian Banks

Tallinna Aripank

SEB Eesti Uhispank

Sampo Pank

Krediidipank

Number of keystrokes needed in Estonian banks

68.7
AVERAGE
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Lower figures represent better results

Commentary

Due to a very convenient log in process, it takes only 59 keystrokes to complete the
sequence in the IBS of Nordea.

The IBSs of all other banks are rather similar to each other. The small difference (from 59
keystrokes to 71) in the amount of data needed to be entered is caused by different user
ID and code length, website address and necessity to enter confirmation codes
(Hansapank, SEB Eesti Uhispank).

Large number of keystrokes in case of DnB NORD can be explained by the technical error
which occurs during log — in procedure:

= Drll NORD Internet Pank NORD - Windows Internet Dxplorer

—
G w1 b s e bfegg-banuesgm_eca. ehir_fia.s 7L _1Dm S 1AM _SESICmw s orOoononsmin_owin e | B | 4 x &2

WG DB MORD Ikmmet Pack MORD fr = o = [srPage = ) Took +

< Tew vession on aeguned,
Tanan koostos eest.

DnEB NORD
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15. Customer Service Responsiveness

TeSting { FunCtionaIity - - -

As described in the Methodology part of the report, the 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 taking into account the typical bank working hours. Bank
employees were not expected to answer emails outside the working hours.

Good morning!

I'm divorced, but my husband transfers 500 LVL as alimony and will continue
doing so for 10 more years. Is it possible for me to take out a 12000 LVL loan for
a 5 years period with an aim to restore my apartment?

Cheers, ...

Sir/Madam,

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

Thanks, ...
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Presentation of the results

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

Less than 30 min. 5 points (excellent)

Less than 2 hours 4 points (very good)

Less than 8 hours 3 points (satisfactory)

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)

To level the playing field, for the purposes of this test the bank working hours in all the three
countries were considered 00:00-24:00 Monday to Sunday.

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

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

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

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

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

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

The final responsiveness score for each email message was a sum of the points awarded for
reaction speed and quality, with a maximum of 10 points being awarded. The final responsiveness
result for each bank was a simple average of the scores from 12 emails.
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15.1 Customer Service Responsiveness Index

Lithuanian banks

Customer Service Responsiveness Index for Lithuanian banks

AVERAGE

Siauliu bankas

Medicinos bankas
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Parex bankas
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Nordea

SEB Vilniaus bankas
Ukio bankas
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DnB NORD
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10% 20%
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Higher figures represent better results

Commentary

e  Overall average convenience index has decreased for Lithuanian banks by 16% (!). While
index for quality as remained approximately the same — 34% (in 2006 — 36%), timelines
has decreased by half, amounting to 12% in 2007. (in 2006 - 25%)

e The average received e-mail number has decreased as well — 8.9 e-mails in 2007. (in 2006
-10.4)

e Hansabankas has shown unexpected results in this category. Historically being one of the
most responsive banks, it has responded only to 7 out of 12 simulated e-mail inquiries. (in
2006 Hansabankas has responded to 11 out of 12 simulated e-mail inquiries)

e The most remarkable drop downs in “Timeliness” category were observed in cases of:
Parex bankas — 9% in 2007 (31% in 2006), Hansabankas — 7% in 2007 (23% in 2006)
and SAMPO Bankas — 10% in 2007. (28% in 2006)

e Although there were no banks in 2007 that has increased their “Timeliness” rating, there
are some remarkable increases in terms of e-mail response quality. The biggest increase of
the “"Quality” index has been observed in cases of: Bankas SNORAS — 46% in 2007 (28%
in 2006), Nordea — 40% in 2007 (32% in 2007).
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Latvian banks

Customer Service Responsiveness Index for Latvian banks

AVERAGE J
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Commentary

e Komercbanka has responded to only 1 out of 12 simulated e-mail inquiries. In 2006 this
bank was much more responsive, providing answers to 10 out of 12 simulated e-mail
inquiries.

e The total average customer responsiveness index amounted to 48%, where timeliness of
answers appeared to be 14% (out of 50% available) and quality — the remaining 34%
(out of 50% available). In the year 2006 the total average customer responsiveness index
of Latvian banks was 70%. Just like in Lithuania, Latvian banks have shown 2 times
decrease in timeliness of responses.

e  Surprisingly, the higher response by Latvian banks was to the simulated e-mail inquiries
that were sent not in the working time (e.g. night hours) and during the weekends.

e Being historically one of the banks with the highest timeliness, quality and response
figures among the Latvian commercial banks, Hansabank has responded only to 5 out of
12 sent simulated e-mail inquiries. Besides, the replies were received very late and with
low response accuracy.

e The most remarkable decline of response timeliness in comparison with the year 2006
testing results was recorded in case of Komercbanka Baltikums — 2% in 2007 (27% -
2006); DnB NORD — 3% in 2007 (33% in 2006); Paritate Banka — 10% in 2007 (32% in
2006).

e Only Trasta Komercbanka, Rietumu Banka and Hipoteku banka has responded to all
simulated e-mail inquiries.
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Estonian banks

AVERAGE |
DnB NORD |
Krediidipanki
SBM Pank |

Tallinna Aripank

Customer Service Responsiveness Index fo Estonian banks
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Commentary

Higher figures represent better results

e Only SEB Eesti Uhispank and Sampo Pank have responded to all the simulated e-mail

inquiries.

e DnB NORD appeared to be the most unresponsive bank, providing timely answers to only
3 simulated e-mail inquiries.

e Only DnB NORD and Hansapank have provided 100% accurate answers to the inquiries.

e Just like in Lithuania, Hansapank in Estonia has responded to 7 out of 12 simulated e-mail
inquiries. In 2006 Hansapank was the only bank in Estonia that has responded to all sent

e-mails.
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15.2 Reaction times

Lithuanian banks

How many of 12 simulated customer enquiries got actually answered by

each Lithuanian bank
I I I I

‘ 8,9
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Higher figures represent better results

Table 1. Reaction times to simulated client enquiries in Lithuanian banks (hour: min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 1 12 | Answers
Bankas SNORAS | 64:41 | 46:26 | 16:10 | - |09:36 | 12:49 | 01:11 | 10:28 | 15:55 | 19:24 | 44:41 | 19:17 1
DnB NORD 63:05| 51:17 | 18:42 [ 00:34 | 07:58 | 09:59 | 00:05 | 11:04 | 08:51 | 00:10 | 41:46 | 16:26 12
Hansabankas - 142:02 - - - 58:39 | 24:06 | 36:33 13:37 | 61:52 | 45:22 - 7
E’;if;g”os 60:04 | - - |1832]09:28| - 17:26 | 12:41 | 78:45 | 62:30 | 113:46 8
Nordea 58:32 | 47:00 | 23:27 | 21:07 | 16:27 | 10:38 - 10:48 - 63:08 | 44:27 - 9
Parex bankas 60:49 | 70:55 - 19:57 - - 20:42 | 114:54 | 37:52 68:16 | 65:17 | 39:43 9
SAMPO bankas | 61:08 | 49:28 | 23:57 | 44:44 | 1007 | - | 20:53 | 42:04 - - 46:40 | 45:53 9
ggﬁ&”iaus 11:05 | 00:11 | 23:39 | 72:07| - - 14321 | 154:30 | 153:25 | 15812 | 145:11 | 19:41| 10
Siauliu bankas | 59:35 | 95:41 - |1ss1| - |60t - - - - 71:21 - 5
Ukio bankas 58:01 | 47:52 [21:29 | 00:25 | 08:29 | - | 00:09 | 10:23 | 07:22 | 63:15 | 40:48 | 14:22 1
Average 55:13 | 61:12 | 21:14 | 24:32 | 10:20 | 21:37 | 28:29 | 44:49 | 45:06 | 62:05 | 65:55 | 25:53 | 8,9

e The fastest bank’s reaction time was 5 min in case of DnB NORD.

e  SEB Vilniaus bankas had a maximum response time in one case, replying on the simulated
client’s inquiry in 158 hours and 12 minutes.

e The average response time for Lithuanian banks appeared to be 38 hours and 52
minutes.

e  Siauliu bankas has responded only to 5 out of 10 simulated e-mail inquiries.
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Latvian banks

How many of 12 simulated customer enquiries got actually answered by each
Latvian bank

P

Average#ﬁ
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Higher figures represent better results

Table 2. Reaction times to simulated client enquiries in Latvian banks Email hour: min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 1 12 | Answers
Sampo Banka 59:39 - - 00:33 | 86:35 [ 69:50 - 19:02 - - - 21:33 6
Trasta 61:08 | 48:38 | 19:18 | 00:52 | 08:51 |15:40 | 00:24 | 13:38 | 07:43 | 63:19 |41:43 | 14:36 | 12
Komercbanka
Parex Banka 59:36 | 48:50 | 17:49 [ 00:54 | 09:26 | 16:01 | 00:30 - 08:05 - 44:12 1 13:16 10
Hipoteku banka 59:35 | 47:13120:49 | 02:02 | 08:35 | 14:57 | 00:39 | 12:57 | 08:57 | 64:33 |42:01 | 14:15 12
Rietumu Banka 61:39 [55:03 ] 25:12 | 04:52 | 09:46 [ 19:14| 01:24 | 14:47 | 11:33 | 66:36 | 46:53 | 16:27 12
SEB Unibanka 65:46 - 26:42 | 20:26 | 09:17 | 22:37] 18:59 - 09:10 | 65:21 | 47:04 | 17:53 10
Nordea 18:13 | 05:29 | 24:32 | 45:21 15:45 [ 21:21 - 13:45 [ 09:35| 63:20 [43:41] 16:07 11
Paritate Banka 20:48 [ 76:26 | 51:24 | 49:58 | 66:14 - - 136:25 | 14:34 - 72:55 | 22:17 9
Latvijas . . i X
Tirdzniecibas Banka 162:48 - - 164:48 | 153:19 - 14:58 - - - 4
Eitn"lgaas Biznesa 61:04 | 50:05|21:30| - 09:22 24:23 | 14:02 | 09:49 | - |42:11|14:55 9
Regionala - - - - 10:09 | - 15:54 | 09:12| - |42:33| - 4
investiciju banka
NORVIK BANKA 21:55 [ 05:12 ] 42:35 - 10:36 [ 20:41 | 00:37 | 13:49 | 84:19| 67:39 | 68:05 | 18:23 11
Latvijas Krajbanka 59:46 | 47:21 ] 18:54 - 13:57 [ 22:12 | 02:31 - 07:44 | 142:17 - 20:20 9
DnB Nord - - - - 158:20 - 122:11 - - - - 24:28 3
Baltic Trust Bank 62:11 | 50:57 ] 21:26 - - 15:40 | 04:03 - - 65:25 - 15:41 7
Hansabanka - 73:58 - - - - 50:56 - 10:30 - 46:25 | 20:48 5
Multibanka 61:11 - 20:10 - - - - - 08:51 - 49:18 - 4
Komercbanka
Baltikums ) ) ) ) ) ) ) ) ) ) ) 18:01 1
Average 59:39 | 46:17 | 25:51 | 32:11 40:43 | 23:49 | 20:36 | 28:15 | 15:21 | 74:48 | 48:55 | 17:56 9.6

e The fastest bank’s

Komercbanka.

reaction time was 24 min and was observed in one case with Trasta

e Latvijas Tirdzniecibas Banka had a maximum response time in one case, replying on the
simulated client’s inquiry in 164 hours and 48 minutes.

e The average response time for Latvian banks appeared to be 36 hours and 12 minutes.

e  Komercbanka Baltikums has replied only to 1 out of 12 sent simulated e-mail inquiries.

e Hipoteku banka and Rietumu Banka have responded to all simulated e-mail inquiries.

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their
respective companies. Opinions reflect judgment at the time and are subject to change. While every

effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.

metasite




November 2007 Page 183

Estonian banks

How many of 12 simulated customer enquiries got actually
answered by each Estonian bank

Average
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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 1 12 | Answers
Hansapank 11:54 | 00:21 | 17:21 | 03:07 - - 42:24 | 17:37 | 10:29 - - - 7
SEB Eesti Uhispank | 61:52 | 52:14 | 18:25 | 50:46 | 154:20 | 46:53 | 00:47 | 38:28 | 09:31 | 65:40 | 47:48 | 14:35 12
Krediidipank 60:32 | 47:24 - - - - - 14:35 | 10:26 | 88:59 - - 5
Nordea 60:19 | 47:28 | 19:03 | 44:54 - 16:12 1 20:00 | 17:12 | 17:48 | 64:11 - - 9
Sampo Pank 16:40 | 48:35| 20:45 | 00:41 | 11:37 |22:08 | 01:20 | 15:11 [ 09:48 | 62:56 | 49:23 | 22:04 12
SBM Pank - - 17:17 - - - 00:26 | 37:02 | 09:51 - - 14:28 5
Tallinna Aripank 60:08 - 117:44 | 00:23 | 12:40 - 00:50 | 13:36 | 08:45 - - 21:10 8
DnB NORD - - - - - 14:46 - - - 66:38 - 18:26 3
Parex Pank 60:03 | 46:55 | 18:10 | 19:24 | 09:15 | 62:37 | 18:20 - 08:53 - - 16:33 9
Average 47:21 | 40:29 | 32:40 | 19:52 | 46:58 | 32:31 | 12:01 | 21:57 | 10:41 | 69:40 | 48:35 | 17:52 7.8

e The fastest bank’s reaction time was 21 min and was observed in one case with
Hansapank.

e  SEB Eesti Uhispank had a maximum response time in one case, replying on the simulated
client’s inquiry in 154 hours and 20 minutes.

e The average response time for Estonian banks appeared to be 33 hours and 23 minutes.

e Sampo Pank and SEB Eesti Uhispank have managed to respond to all simulated e-mail
inquiries.

e DnB NORD has responded only to 3 out of 12 simulated e-mail inquiries.
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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
Bankas SNORAS 2 1 2 - 1 1 2 2 2 2 2 2 1.73
DnB NORD 2 0 2 1 1 2 2 1 2 2 2 2 1.58
Hansabankas - 2 - - - 1 2 2 2 2 2 - 1.86
Medicinos bankas 2 - - 2 2 - 2 2 1 2 0 1.63
Nordea 2 2 2 2 2 2 2 - 2 2 - 2.00
Parex bankas 2 1 - 1 - - 2 0 2 2 2 2 1.56
SAMPO bankas 2 2 2 2 2 - 2 2 - - 2 1 1.89
SEB Vilniaus bankas 2 2 2 2 - - 2 2 2 2 2 2 2.00
Siauliu bankas 2 0 - 2 - 2 - - - 2 1.60
Ukio bankas 1 2 1 2 1 - 2 2 2 0 2 2 1.55

Table 5. Provision of contact information in the

emails of Lithuanian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Bankas SNORAS 1 1 1 1 1 1 1 1 1 1 1 1.00
DnB NORD 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Hansabankas - 1 - - - 1 1 1 1 1 1 - 1.00
Medicinos bankas 0 - - 0 0 - 0 1 0 0 0 - 0.13
Nordea 1 1 1 1 1 1 - 1 - 1 1 - 1.00
Parex bankas 1 1 - 1 - - 1 1 1 1 1 1 1.00
SAMPO bankas 1 1 1 1 1 - 1 1 - - 1 1 1.00
SEB Vilniaus bankas 1 1 1 1 - - 1 1 1 1 1 1 1.00
Siauliu bankas 1 1 - 1 - 1 - - - - 1 - 1.00
Ukio bankas 1 1 1 1 1 - 1 1 1 1 1 1 1.00
Table 6. Politeness of answered emails in Lithuanian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Bankas SNORAS 1 1 1 - 1 1 1 1 1 1 1 1 1.00
DnB NORD 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Hansabankas - 1 - - - 1 1 1 1 1 1 - 1.00
Medicinos bankas 1 - - 1 1 - 1 1 1 1 1 - 1.00
Nordea 1 1 1 1 1 1 - 1 - 1 1 - 1.00
Parex bankas 1 1 - 1 - - 1 1 1 1 1 1 1.00
SAMPO bankas 1 1 1 1 1 - 1 1 - - 1 1 1.00
SEB Vilniaus bankas 1 1 1 1 - - 1 1 1 1 1 1 1.00
Siauliu bankas 1 1 - 1 - 1 - - - - 1 - 1.00
Ukio bankas 1 1 1 1 1 - 1 1 1 1 1 1 1.00
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Table 7. Grammar of answered emails in Lithuanian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | Average
Bankas SNORAS 1 1 0 1 1 1 1 1 1 0 1 0.82
DnB NORD 1 1 1 1 1 1 1 1 1 1 0 1 0.92
Hansabankas - 0 - - - 1 1 0 1 1 0 - 0.57
Medicinos bankas 0 - 0 1 - 0 1 0 0 0 - 0.25
Nordea 1 1 1 1 1 1 - 1 - 0 0 - 0.78
Parex bankas 1 1 - 0 - - 1 0 0 0 0 1 0.44
SAMPO bankas 1 0 0 1 1 - 1 1 - - 0 0 0.56
SEB Vilniaus bankas 1 1 0 1 - - 1 1 1 1 0 0.80
Siauliu bankas 1 1 - 1 - 1 - - - - 0 - 0.80
Ukio bankas 1 0 1 1 1 - 0 1 1 1 0 1 0.73

e Nordea and SEB Vilniaus bankas provided 100% “Accurate” answers to the sent simulated
customer inquiries.

e All banks except Medicinos bankas provided contact information in their answers.
e All banks in Lithuania received average “Politeness score” equal to 100 %.

e Medicinos bankas received average “Grammar score” equal to 0.25, which is the lowest
result in Lithuania.
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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
Sampo Banka 2 - - 1 1 2 1 - 2 1.50
[Trasta komercbanka 2 1 1 2 1 1 1 1 2 2 1 1 1.33
Parex Banka 2 1 2 2 0 2 2 - 1 2 2 1.60
Hipoteku banka 1 0 1 1 1 2 1 1 2 1 0 2 1.08
Rietumu Banka 2 2 2 1 2 1 2 2 2 1 2 1 1.67
SEB Unibanka 2 - 2 2 2 1 2 - 2 1 2 1 1.70
Nordea 2 2 2 1 1 2 - 2 2 2 2 2 1.82
Paritate Banka 2 1 2 1 0 - 1 2 1 2 1.33
Latvijas Tirdzniecibas Banka 0 - - 1 2 - - - 2 - - - 1.25
Latvijas Biznesa Banka 1 1 2 1 - 1 1 1 0 0 0.89
Regionala investiciju banka - - - 2 - - 1 2 - 2 - 1.75
NORVIK BANKA 2 2 2 - 2 2 1 2 2 2 2 2 1.91
Latvijas Krajbanka 2 1 2 - 2 2 2 - 1 2 - 1 1.67
DnB Nord - - - - 1 - 2 - - - - 1 1.33
Baltic Trust Bank 2 1 2 - - 2 2 - - 2 - 2 1.86
Hansabanka 2 - - - 2 - 2 0 1 1.40
Multibanka 2 - 1 - - - - - 2 2 - 1.75
Komercbanka Baltikums - - - - - - - - 1 1.00
Table 9. Provision of contact information in the emails of Latvian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 (10 | 11 | 12 | Average
Sampo Banka 1 1 0 1 - 1 - 1 0.83
[Trasta komercbanka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Parex Banka 1 1 0 0 1 1 0 - 1 0 1 0.60
Hipoteku banka 1 1 1 1 0 0 1 1 1 1 0 1 0.75
Rietumu Banka 1 1 1 1 0 1 1 0 1 0 1 1 0.75
SEB Unibanka 1 - 1 0 0 0 0 - 0 0 0 1 0.30
Nordea 1 1 1 1 1 1 - 1 1 1 1 1 1.00
Paritate Banka 1 1 1 1 1 - - 1 1 1 1 1.00
Latvijas Tirdzniecibas Banka 1 - - 1 1 - - 1 - - 1.00
Latvijas Biznesa Banka 1 1 1 1 - 1 1 1 - 0 1 0.89
Regionala investiciju banka - - - - 1 1 1 - 1 1.00
NORVIK BANKA 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Krajbanka 1 1 1 - 1 1 1 - 1 1 1 1.00
DnB Nord - - - 1 - 1 - - - 1 1.00
Baltic Trust Bank 1 1 1 0 0 - - 1 - 1 0.71
Hansabanka - 1 - - 1 - 1 1 0 0.80
Multibanka 1 - 1 - - - 1 - 0 - 0.75
Komercbanka Baltikums - - - - - - - - - 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
Sampo Banka 1 1 1 0 - 1 - - 1 0.83
[Trasta komercbanka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Parex Banka 1 1 1 1 1 1 1 - 1 1 1 1.00
Hipoteku banka 1 1 1 1 1 1 1 1 1 0 1 1 0.92
Rietumu Banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SEB Unibanka 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
Paritate Banka 1 1 1 1 1 - - 1 1 - 1 1 1.00
Latvijas Tirdzniecibas Banka 0 - - 1 1 - - - 1 - - - 0.75
Latvijas Biznesa Banka 0 1 1 1 - 1 1 1 - 0 0 0.67
Regionala investiciju banka - - - - 0 1 0 - 1 0.50
NORVIK BANKA 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Krajbanka 1 1 1 1 1 1 - 1 1 1 1.00
DnB Nord - - - 1 - 0 - - - - 1 0.67
Baltic Trust Bank 1 0 1 - - 1 1 - - 1 - 1 0.86
Hansabanka - 1 - - - - 1 - 1 - 1 1 1.00
Multibanka 1 - 0 - - - - - 1 - 1 - 0.75
Komercbanka Baltikums - - - - - - - - - - - 0 0.00

Table 11. Grammar of answered emails in Latvian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 [10 | 11 | 12 | Average
Sampo Banka 1 1 1 0 - 1 - 1 0.83
[Trasta komercbanka 1 1 0 1 1 1 1 1 1 1 1 1 0.92
Parex Banka 1 1 0 1 1 1 1 - 1 1 1 0.90
Hipoteku banka 1 1 0 1 1 1 1 1 1 1 1 1 0.92
Rietumu Banka 1 1 0 1 1 1 1 0 1 1 1 1 0.83
SEB Unibanka 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
Paritate Banka 1 1 1 1 1 - - 0 1 - 1 1 0.89
Latvijas Tirdzniecibas Banka 1 - - 1 1 - - - 1 - - - 1.00
Latvijas Biznesa Banka 0 1 0 1 - 1 1 1 - 1 1 0.78
Regionala investiciju banka - - - - 1 1 1 - 1 1.00
NORVIK BANKA 0 1 0 1 1 1 1 1 1 1 1 0.82
Latvijas Krajbanka 1 1 0 0 1 1 - 1 1 1 0.78
DnB Nord - - - - 1 - 1 - - - - 1 1.00
Baltic Trust Bank 1 1 0 - - 1 1 - - 1 - 1 0.86
Hansabanka - 1 - - - - 1 - 1 - 1 1 1.00
Multibanka 1 - 0 - - - - - 1 - 1 - 0.75
Komercbanka Baltikums - - - - - - - - - - - 1 1.00

e Komercbanka Baltikums has responded only on 1 out of 12 sent simulated inquiries. The
answer to this one e-mail was rather “impolite”.

e  Only 4 out 18 banks received average “Grammar” score equal to 1.00.

e NORVIK BANKA has showed very good practice by providing customers with accurate
answers - 11 out of 12 inquiries.

e Latvian banks have responded to 80% of sent simulated e-mail enquires. This result is the
best in the Baltic States. Percentage of responded simulated client inquiries in Lithuania is
74.1% and for Estonia — 65%.
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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
Hansapank 2 2 2 2 - - 2 2 2 - - 2.00
SEB Eesti Uhispank 2 2 1 2 2 2 2 2 2 2 2 2 1.92
Krediidipank 2 1 - - - - 2 0 2 - 1.40
Nordea 2 1 2 2 - 2 2 1 2 2 - - 1.78
Sampo Pank 2 2 2 2 2 2 2 2 2 1 2 1 1.83
SBM Pank - 1 - - 2 0 2 - - 2 1.40
Tallinna Aripank 2 0 1 2 2 2 0 - 1 1.25
DnB NORD - - - - - 2 - - 2 2 2.00
Parex Pank 2 1 1 2 2 2 2 - 2 - 2 1.78

Table 13. Provision of contact information

in the emails of Estonian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 10 |11 |12 Average
Hansapank 1 1 1 1 - - 1 1 1 - - 1.00
SEB Eesti Uhispank 1 1 1 1 1 1 1 0 1 1 1 1 0.92
Krediidipank 0 0 - - - - - 1 1 1 - - 0.60
Nordea 0 0 0 1 - 0 1 1 1 0 - - 0.44
Sampo Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SBM Pank - - 1 - - - 1 1 1 - - 1 1.00
Tallinna Aripank 0 - 0 1 1 - 0 1 1 - - 0 0.50
DnB NORD - - - - - 1 - - - 1 - 1 1.00
Parex Pank 0 0 0 0 0 0 0 - 1 - - 1 0.22

Table 14. Politeness of answered emails in

Estonian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Hansapank 1 1 1 1 - - 1 1 1 1.00
SEB Eesti Uhispank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Krediidipank 1 1 1 1 1 1.00
Nordea 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
SBM Pank - - 1 - - - 1 1 1 1 1.00
Tallinna Aripank 1 1 1 1 1 1 1 1 1.00
DnB NORD 1 1 1 1.00
Parex Pank 1 1 1 1 1 1 1 - 1 - - 1 1.00
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Table 15. Grammar of answered emails in Estonian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 | 10 | 11 | 12 | Average
Hansapank 1 1 1 1 - - 1 1 1 1.00
SEB Eesti Uhispank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Krediidipank 1 1 1 1 1 1.00
Nordea 1 1 1 0 - 1 1 1 1 1 0.89
Sampo Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
SBM Pank - - 1 - - - 1 1 1 1 1.00
Tallinna Aripank 1 1 1 1 1 1 1 1 1.00
DnB NORD - - - - - 1 - - - 1 1 1.00
Parex Pank 1 1 1 1 1 1 1 - 1 - - 1 1.00

e  Only Nordea received average “Grammar” score less than 1.00
e All Estonian banks provided “polite” answers on the sent simulated customer inquiries.

e Hansapank and DnB NORD have provided 100% accurate answers to sent customer
inquiries.

e Banks in Estonia provided very general and vague answers to the sent simulated customer
inquiries.
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16. Mobile banking

The mobile banking test aims to evaluate to which extent banks are accessible through mobile
communication channels. Test covers WAP, SMS, automated and human-operated phone services.
As this area of electronic banking is being tested for the second time, the results of mobile banking
tests are not included in overall indexes of electronic banking.

Structure

Mobile banking subcategories

1) Subscription and Service Management 3) Information
2) Functionality 4) Security

Subscription and service management subcategory analyses service accessibility, activation and
deactivation possibilities.

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

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

Security subcategory aims to evaluate subjectively perceived security measures of mobile banking
communication channels.

Testing process

All four covered mobile communication channels were tested according to the same criteria set.
This comes from the assumption that mobility can be ensured when means of communication with
a bank are substitutes to each other. This way user is not limited to a particular technology or
communication channel, so the access to the bank can be granted independently from place or
availability of particular technology.

Presentation of results

The results of mobile banking test are displayed as a percentage of the criteria that a certain bank
meets in every subcategory and overall in the Mobile Banking category.
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16.1 Overall results of mobile banking test

Lithuanian banks

Overall Mobile Banking test results - Lithuanian banks
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Latvian banks
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Estonian banks

Overall Mobile Banking test results - Estonian banks

AVERAGE

DnB Nord
Tallinna Aripank
Parex Pank

SBM Pank

Krediidipank

Sampo Pank

Nordea

Hansapank

SEB Eesti Uhispank

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

Higher figures represent better results

Copyright © 2007 Metasite Business Solutions UAB. All trademarks are the property of their 2
respective companies. Opinions reflect judgment at the time and are subject to change. While every metasite
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB

cannot be held responsible for the validity of information provided.




November 2007 Page 194

16.2 WAP banking

Testing results showed that WAP banking area is still underdeveloped in all the three Baltic States,
and at the moment being present in 3 out of 10 tested banks in Lithuania, 2 out of 18 tested

banks in Latvia, and in 3 out of 9 banks tested in Estonia.

Meanwhile, positive signs can be seen in Lithuania. Namely, in 2007 SEB Vilniaus bankas and
Nordea have introduced WAP banking. These two banks at the moment are offering approximately

the same range of services, which is offered by Hansabankas.

Looking at Latvian mobile banking market, it can be seen that Nordea has improved its result by
10%. However, it must be admitted that the main difference between Nordea's and Hansabanka's
mobile banking is not in the functionality provided, but in the provision of information in the public
websites. Nordea’s WAP banking channel, having nearly the same functionality as Hansabanka's

one, is much better described in the public website.

Due to the new criteria introduction, the average WAP banking scores in Estonia have decreased.

It is rather strange that SEB group’s banks are offering WAP banking in Lithuania and Estonia but

are not offering such service in Latvia.

[t must also be admitted that in general the design of WAP banks is not completely developed. The
quality of navigation should be improved, since in many cases it is rather difficult to navigate

through the menus.

In some cases it was observed that WAP banks are sort of a “small copies” of the internet banking
systems. It is not a good trend, because too much unnecessary information is loaded and is being
displayed. This information is applicable for the internet banking system but is absolutely

inapplicable for the WAP banking system due to its capacity.
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Lithuanian banks

WAP banking in Lithuania
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Detailed testing results

Higher figures represent better results

Criteria

Bankas SNORAS

DnB NORD

Hansabankas

Medicinos bankas

Nordea

Parex bankas

SAMPO bankas

SEB Vilniaus bankas

Siauliu bankas
Ukio bankas

Subscription & Service Management

It is possible to activate mobile banking service by visiting branch

+

It is possible to block mobile banking service by visiting branch

+| +

It is possible to block mobile banking service by sending SMS

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

It is possible to activate mobile banking service from IBS

It is possible to block mobile banking service from IBS

Service is available 24 / 7

+ 4|+ +

Transactional Functionality

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

+|+

It is possible to make an international transfer

It is possible to make a delayed international transfer

Express money payment is available

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Fixed phone line payment

Pre-paid mobile account refill (2 largest provides)

Setting automatic payments

Pre-defined payment triggering

It is possible to create a local money transfer template

It is possible to create an international money transfer template

It is possible to cancel money transfer
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Detailed testing results (continued)

Criteria

Bankas SNORAS

DnB NORD

Hansabankas

SEB Vilniaus bankas
Siauliu bankas

Medicinos bankas
Ukio bankas

Parex bankas
SAMPO bankas

Nordea

Informational functionality

Current account balance information

a*

It is possible to see an account number

Last transaction details are available

+

+
++ [+

Currency exchange rates are available

It is possible to see information from the stock exchange

Latest bank news

Special offers

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

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

Order monthly account information

Reminder on approaching loan payment

Reminder on approaching payment card expiration date

Possibility to customize reminders

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

NA

NA|NA|NA|NA|NA|NA|NA

Service fee information available on the public website

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of commands description is available on the public website

]+ +
)

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of commands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

Login ID and passwords are the same for multiple m-banking services

Data communication between user and bank is encrypted

||+

[+ ]+
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Latvian banks

WAP banking in Latvia
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Subscription & Service Management
It is possible to activate mobile banking service by visiting branch +-0-]-1]- - - - + -] -
It is possible to block mobile banking service by visiting branch - - - - - -+ -
It is possible to block mobile banking service by sending SMS B e
Service is available to clients of all mobile operators in a country -0t -T-1-1-]-F-1-1-1+[-]-
It is possible to activate mobile banking service from IBS -1 -T-0-T-1-1-1-T-1-1-1-T7T-1+1-1-
It is possible to block mobile banking service from IBS - -T-1-T-1-1T-1-T-1-1T-1-T7T-1+1-1-
Service is available 24 / 7 - -T-T-T-1T-T-1T-T-1-1T-1-1-1+«[-1-

Transactional Functionality

'
'
'
+

It is possible to make a local money transfer

T
It is possible to make a delayed local money transfer -t -]+ -
It is possible to make an international transfer i

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

Express money payment is available B S S I I i I D [ I e e

Currency conversion is available B - - (- (e - (e - (e - (.- (.-

Utility payments (water) - - -T--1-1-1-1-

Utility payments (heating) Nl E BB R B EPe

Utility payments (electricity) B e e e

Mobile phone service payment (2 largest providers) B e e e

Fixed phone line payment BN S I D D S S e

Pre-paid mobile account refill (2 largest provides) - -T=0-T-1T-1T-1T-T-1-T-1-T-1-1T-1-

Setting automatic payments B S S I I i I D [ I e e

Pre-defined payment triggering - -1=T-T=1-T-1-1-1-T-1T-1-1-T7T-7-

It is possible to create a local money transfer template e EEEEEEE e

It is possible to create an international money transfer template B e e

It is possible to cancel money transfer B e e e
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Detailed testing results (continued)

Criteria

Komercbanka Baltikums
Paritate Banka

Parex banka

DnB NORD

Latvijas Biznesa Banka
Rietumu Banka

Baltic Trust Bank

Sampo Banka

Hipoteku banka

Latvijas Krajbanka
Multibanka

NORVIK BANKA

Latvijas Tirdzniecibas Banka
[Trasta komercbanka
Hansabanka

SEB Unibanka

Regionala investiciju banka

Nordea

Informational functionality

ax
'

Current account balance information

ax
'
'

It is possible to see an account number

+
'

Last transaction details are available P e e

Currency exchange rates are available B S S e e e

It is possible to see information from the stock exchange D e e e

Latest bank news B I e I

Special offers BN N I I I i I I e

It is possible to find the locations of ATMs or bank branches o= - -T=1-T-T-1T-17T-T-1T-1-1-7T-1-

Information about loan and deposit interest rates T -T-T-10-T-1T-1-1T-1T-1T-T-1-1-1T-1-

Reporting Functionality

Reporting about transactions triggered by automatic payment
setting

Leasing payment reporting -0 -T-T-1-=1-T-1-1-1-1T-1-

Loan payment reporting BN D

Account fund change reporting T -T-1-1-01-T-17-1T-1T-T-17-T-1-1-71-

Notification concerning contraction of balance of account to a
certain level

Order monthly account information ST -T-T-T-1-T-T-1T-17T-T-1T-1-1-7T-71-

Reminder on approaching loan payment T -T-T-10-T-1T-1-1T-1T-1T-T-1-1-1T-1-

Reminder on approaching payment card expiration date T -T-T-10-T-1T-1-1T-1T-1T-T-1-1-1T-1-

Possibility to customize reminders - - --1-F-1-1-1-1-1-

Other functionality

Changing daily transaction limits B N I L I I L I I ) B I

Changing user login data BN D S e e e

Order a payment card

Fill in the application for a credit o= - -0-0-F-1-1T-T-T-17T-T-1-1-71-

It is possible to unblock a payment card after entering wrong
PIN 3 times

Information

Service description available on the public website S S I R S I e I i [ ) B i (i )

Service commands are described on the public website NA | NA [NA|NA|NA|NA [NA|NA|NA|NA|NA|NA[NA[NA|NA|NA|NA|NA

Service fee information available on the public website -0 -F-1-1T-1-1-01-1-1-01-01-[-1+1-7-

'
'
'
+
'

List of frequently asked questions available on the public website

Printable version of service description is available on the public
website

Printable version of agreement is available on the publicwebsite | + | - | = [ - | = | - | = |- [ - [-|-|-|-[-|-[-|-[]-

Printable version of commands description is available on the
public website

Downloadable version of service description is available on the
public website

Downloadable version of agreement is available on the public
website

Downloadable version of commands description is available on
the public website

Security

Security measures of service described on the public website -0 -0t -t -1-0-1-1-1-]-

Tips for secure connection are described on the public website BN IS R D e D S e e e

Session time out is present + | -T -1 -T-1-T-1T-T-1T-T-1-T-T7T-T-1T+«[-1-

Necessity to authorize with personal number (e.g. client
number)

Necessity to authorize with custom password [ -T-1-T-1-T-1T-T7T-1-T-1-01-01-T-1+1-7-

Necessity to enter code from code card/generator to execute
any transaction

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

Login ID and passwords are the same for multiple m-banking
services

Data communication between user and bank is encrypted PO S S N S [ i [ ) I ) I e
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Estonian banks

WAP banking in Estonia

AVERAGE

0%
0%

Parex Pank

DnB Nord
0%

L,
0%

L,
0%

Tallinna Aripank
SBM Pank

Sampo Pank

0%

Krediidipank

52%
SEB Eesti Uhispank i

52%
53%—‘

Nordea

Hansapank

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

Higher figures represent better results

Detailed testing results

a4
o
g =
. . 2 ©
Criteria MELE: x 2 ™
c || ® C|lx|<g| |
© + o [a C = o
Sl |z |s|lo|f|8|2]2
Slu|l=|2] a E1Z2| %
Cla|B|SlE(Z|E|2|2
R Rl A I R R e = -
Subscription & Service Management
It is possible to activate mobile banking service by visiting branch B e |-
It is possible to block mobile banking service by visiting branch S e
It is possible to block mobile banking service by sending SMS S e
Service is available to clients of all mobile operators in a country |+ -]+ -]-1-1-1-
It is possible to activate mobile banking service from IBS - - ----
It is possible to block mobile banking service from IBS P e
Service is available 24 / 7 P A I A 1 I )

Transactional Functionality

It is possible to make a local money transfer |+ -+ -1-1-1-

It is possible to make a delayed local money transfer e

It is possible to make an international transfer DS e
It is possible to make a delayed international transfer I N e e
Express money payment is available P e
Currency conversion is available B

Utility payments (water) N I I

Utility payments (heating) AN D I D B

Utility payments (electricity) AN D I D B

Mobile phone service payment (2 largest providers) e

Fixed phone line payment ST -T-T-1-T-71-71-

Pre-paid mobile account refill (2 largest provides) B

Setting automatic payments B

Pre-defined payment triggering

o+ +

¥
It is possible to create a local money transfer template +
It is possible to create an international money transfer template +

It is possible to cancel money transfer S I e I
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Detailed testing results (continued)

Criteria

Hansapank

SEB Eesti Uhispank

Krediidipank

Sampo Pank
Tallinna Aripank

SBM Pank
DnB Nord
Parex Pank

Nordea

Informational functionality

Current account balance information

o

+

It is possible to see an account number

o

Last transaction details are available

Currency exchange rates are available

It is possible to see information from the stock exchange

Latest bank news

Special offers

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

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

Order monthly account information

Reminder on approaching loan payment

Reminder on approaching payment card expiration date

Possibility to customize reminders

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

Service fee information available on the public website

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of commands description is available on the public website

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of commands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

Login ID and passwords are the same for multiple m-banking services

Data communication between user and bank is encrypted

|+ [+ +]+]+]+]+

A A ] ]+

A A ] ]+
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16.3 SMS banking

In the year 2007 changes have taken place in the SMS banking area in all the three Baltic States.
Namely, in Latvia and Lithuania the number of banks, which are offering such services has
increased. The average mobile banking score has improved by 5%. Opposite trend can be observed
in Estonia, where the amount of banks, which are offering SMS banking service has decreased
(Sampo Pank at the time of the testing was not offering SMS banking).

The significant improvement in the SMS banking average score for Lithuanian banks is mainly
associated with the increase in the result of Hansabankas (it has improved by 19%). This bank at
the moment is offering the broadest range of services among all the Baltic banks.

Hansabanka is also the clear leader in the Latvian SMS banking sector. However, the amount of
banks, which are offering at least some reporting functions, has significantly increased.
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Lithuanian banks

SMS banking in Lithuania

n 0,
Average ' 4%

Nordea | 0%] | ‘ \
Ukio bankas 29%
] 0,
Medicinos bankas ‘ 34%
DnB NORD 44%
] 0,
Bankas SNORAS 44%
| 47%
SAMPO bankas
] 0,
Siauliu bankas | ‘47/7

‘ 49%

SEB Vilniaus bankas

Parex bankas

Hansabankas

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

Higher figures represent better results

Detailed testing results

Criteria

Bankas SNORAS
DnB NORD
Hansabankas
Medicinos bankas
Nordea

Parex bankas
SAMPO bankas
SEB Vilniaus bankas
Siauliu bankas

Ukio bankas

Subscription & Service Management

a
+
+
+

It is possible to activate mobile banking service by visiting branch

It is possible to block mobile banking service by visiting branch + |+

It is possible to block mobile banking service by sending SMS - |-

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

It is possible to activate mobile banking service from IBS - -

+|+|+
.
++|+

It is possible to block mobile banking service from IBS - -

RIS
+

+
+
-
+
o
+

Service is available 24 / 7 + |+

Transactional Functionality

It is possible to make a local money transfer - - o - - - B B - B

It is possible to make a delayed local money transfer SO I D I e e I e

It is possible to make an international transfer = - - - - R - R B R

It is possible to make a delayed international transfer - - - - - - = - E -

Express money payment is available - - - - - - = - o -

Currency conversion is available + | - -] -1 -1-1-1-1-1-

Utility payments (water) e e

Utility payments (heating) . - . - - - R B - B

Utility payments (electricity) - - - R B f - R - R

Mobile phone service payment (2 largest providers) B Y D e

Fixed phone line payment - S+ |- - - - B - f

Pre-paid mobile account refill (2 largest provides) SO I I D I ) I I

Setting automatic payments B e e

Pre-defined payment triggering BN D D D

It is possible to create a local money transfer template SO I D D I L I ) I

It is possible to create an international money transfer template SO I ) I 0 I ) I S

It is possible to cancel money transfer - - . - - - - - - f
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Detailed testing results (continued)

Criteria

Bankas SNORAS

DnB NORD

Hansabankas

Medicinos bankas

Nordea

Parex bankas
SAMPO bankas
SEB Vilniaus bankas
Siauliu bankas

Ukio bankas

Informational functionality

Current account balance information

+

+

ax
+

It is possible to see an account number

+

Last transaction details are available

+

Currency exchange rates are available

] ]+

.

++|+]+

+ ]+ +

++]+]+
+

It is possible to see information from the stock exchange

Latest bank news

Special offers

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

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

Order monthly account information

Reminder on approaching loan payment

Reminder on approaching payment card expiration date

Possibility to customize reminders

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

Service fee information available on the public website

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of commands description is available on the public website

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of commands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

Session time out is present

NA

NA

NA |NA [NA [NA |[NA |NA

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

Login ID and passwords are the same for multiple m-banking services

Data communication between user and bank is encrypted
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Latvian banks

SMS banking in Latvia

Average

Komercbanka Baltikums |, |
Nordeaiﬁ

0%
0%
|0%|
|0%|
|0%|
|0%|

0%

Paritate Banka
Multibanka |
Regionala investiciju banka7
Hipoteku banka I
Trasta komercbanka I

Sampo Banka7

Latvijas Tirdzniecibas Banka7
DnB Nord |

Latvijas Biznesa Banka7
Baltic Trust Bank |

Rietumu Banka

Latvijas Krajbank
NORVIK BANKA7
Parex banka |

SEB Unibanka

Hansabanka

T
0%

f
40%

f f f f
10% 20% 30% 50% 60% 70%

f
80%

f T
90% 100%

Higher figures represent better results

Detailed testing results

Criteria

Nordea

Komercbanka Baltikums
Paritate Banka

Parex banka

DnB NORD

Latvijas Biznesa Banka
Rietumu Banka

Baltic Trust Bank
Sampo Banka

Hipoteku banka

Latvijas Krajbanka

Multibanka

NORVIK BANKA

Latvijas Tirdzniecibas Banka
Trasta komercbanka
Hansabanka

SEB Unibanka

Regionala investiciju banka

Subscription & Service Management

+
+

It is possible to activate mobile banking service by visiting branch -] - -

o

+

It is possible to block mobile banking service by visiting branch -] - -

+
'
'

It is possible to block mobile banking service by sending SMS -] - -

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

It is possible to activate mobile banking service from IBS - - -

+|+ |+
4]+
.

It is possible to block mobile banking service from IBS - - -

+ 4]+

Service is available 24 / 7 -]

.
|+ +]+
\

+|+|+

Transactional Functionality

It is possible to make a local money transfer R e

It is possible to make a delayed local money transfer TR EE

It is possible to make an international transfer EO I R I T e

It is possible to make a delayed international transfer SRR e e

Express money payment is available - - -

Currency conversion is available BN D D

Utility payments (water) BN I D

Utility payments (heating) BN I D

Utility payments (electricity) o= -T-T-1-1-

Mobile phone service payment (2 largest providers) EEEEEEEEEE

Fixed phone line payment BRI ) e

Pre-paid mobile account refill (2 largest provides) R

Setting automatic payments B ) )

Pre-defined payment triggering B ) )

It is possible to create a local money transfer template B - (SN - (S - - (e -

It is possible to create an international money transfer template - - -l - -

It is possible to cancel money transfer T T-1-1-1T-1T-1-71-
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Detailed testing results (continued)

Criteria

Komercbanka Baltikums
Latvijas Biznesa Banka
Latvijas Krajbanka

Latvijas Tirdzniecibas Banka
[Trasta komercbanka
Regionala investiciju banka

Baltic Trust Bank
Multibanka

Paritate Banka
Parex banka
DnB NORD
Rietumu Banka
Sampo Banka
Hipoteku banka
NORVIK BANKA
Hansabanka
SEB Unibanka

Nordea

Informational functionality

+
o

Current account balance information -

o

It is possible to see an account number B .

Last transaction details are available N D B

++|+]+
++|+]+

Currency exchange rates are available A S D I I D I

It is possible to see information from the stock exchange B S e

Latest bank news N N I e I i I e

Special offers NS D I R I D I I ) I

It is possible to find the locations of ATMs or bank branches S -T-T-T1-1-T-T-T-1-T-T-1T-1-T-71-7-

Information about loan and deposit interest rates - -T-0-T-0-T-1-T-1-1-1-1-1-

Reporting Functionality
Reporting about transactions triggered by automatic payment
setting

Leasing payment reporting o= -T-1-1-1-T-1-1-1-

Loan payment reporting B Y S e e R

Account fund change reporting B O I O o ) I D e

Notification concerning contraction of balance of account to a
certain level

Order monthly account information o] -1 -T-1-1T-1-T-1T-1T+[-71-

Reminder on approaching loan payment I e

Reminder on approaching payment card expiration date - - -1 -T-1-T-1-1-

+|+]+

Possibility to customize reminders A e

Other functionality

Changing daily transaction limits A e

Changing user login data - - -T-1-1-1-T-1-1-1-

Order a payment card

Fill in the application for a credit N e

It is possible to unblock a payment card after entering wrong PIN
3 times

Information

Service description available on the public website N R R

Service commands are described on the public website S0 I e I R IR R S R I e A I I

Service fee information available on the public website S I D I R I o (e I 0 R I I

++ |+ +
+|+ |+ +

List of frequently asked questions available on the publicwebsite | = | - | = | - | - |- |- |- |- |-|-|-1-|-]-

Printable version of service description is available on the public
website

Printable version of agreement is available on the public website S I T 0 R e I e R B B

Printable version of commands description is available on the
public website

Downloadable version of service description is available on the
public website

Downloadable version of agreement is available on the public
website

Downloadable version of commands description is available on the
public website

Security

Security measures of service described on the public website B IR R R e e e

Tips for secure connection are described on the public website DI e

Session time out is present NA|NA|NA|NA|NA|NA[NA|NA|NA|NA[NA|NA|NA|NA[NA|NA|NA|NA

Necessity to authorize with personal number (e.g. client number) | = | - [ = |- [ |-[-|-|-|-|-|-[-|-|-|-]-

Necessity to authorize with custom password T+ -0-1-7-1T-7-T-T-1-1-1-7-

Necessity to enter code from code card/generator to execute any
transaction

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

Login ID and passwords are the same for multiple m-banking
services

Data communication between user and bank is encrypted BN SN S D D D I I ) I [ I | I )
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Estonian banks

SMS banking in Estonia

0,
AVERAGE ' 15%

1 0%
Sampo Pank ,In
1 0%
Nordea ||
0%

DnB Nord

I

10%

0%

Tallinna Aripank

Parex Pank

SBM Pank

Hansapank

SEB Eesti Uhispank

Krediidipank
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Higher figures represent better results

Detailed testing results

X
C
g =
e @ &
Criteria |5 < £ o
[ [ S|lE[<|2|<
g o = © & % © 5 g
glE|2|2|8|=|E|Z2]| =
Sla|l8|S|E|Z|S5 |28
B A A A A e <R
Subscription & Service Management
It is possible to activate mobile banking service by visiting branch + + - - - -
It is possible to block mobile banking service by visiting branch + B
It is possible to block mobile banking service by sending SMS -+ B
Service is available to clients of all mobile operators in a country - --]-]-
It is possible to activate mobile banking service from IBS +l+ |+ - -] -1-1-1-
It is possible to block mobile banking service from IBS |+ |+ - -] --]-1-
+ [BH - [Be - B - [

Service is available 24 / 7 -

Transactional Functionality

It is possible to make a local money transfer e

It is possible to make a delayed local money transfer e e

It is possible to make an international transfer E I
It is possible to make a delayed international transfer A I D
Express money payment is available A I D

Currency conversion is available B e

Utility payments (water) A D I (s

Utility payments (heating) I )

Utility payments (electricity) B e
Mobile phone service payment (2 largest providers) A e
Fixed phone line payment - - - -

Pre-paid mobile account refill (2 largest provides) N D I L

Setting automatic payments N e

Pre-defined payment triggering BN I

It is possible to create a local money transfer template I

It is possible to create an international money transfer template S0 IR ) I I IR ) (R (S

It is possible to cancel money transfer S I I D e
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Detailed testing results (continued)

Criteria

Hansapank

SEB Eesti Uhispank

Krediidipank

Sampo Pank
Tallinna Aripank

SBM Pank
DnB Nord
Parex Pank

Nordea

Informational functionality

Current account balance information

ax

It is possible to see an account number

Last transaction details are available

Currency exchange rates are available

It is possible to see information from the stock exchange

Latest bank news

Special offers

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

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

Order monthly account information

Reminder on approaching loan payment

Reminder on approaching payment card expiration date

Possibility to customize reminders

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

Service fee information available on the public website

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of commands description is available on the public website

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of commands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

Login ID and passwords are the same for multiple m-banking services

Data communication between user and bank is encrypted
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16.4 Automated phone banking

Automated phone banking is still offered by a very small number of banks in the Baltic States.
Namely, this service is being present in 3 out of 10 banks in Lithuania, 2 out of 18 banks in Latvia
and in 2 out of 9 banks in Estonia.

Within a one year time, banks in Lithuania have improved their average automated banking score
by 10%. It must be admitted, however, that the range of the offered services is still very narrow.
Only Bankas SNORAS offer some kind of transactional functionality (currency conversion).

The conclusions above are also applicable to Latvia, since in Latvia the automated phone banking is
an extremely underdeveloped area. None of the banks in Latvia offer transactional functionality.

Within a one year time, average automated banking score has increased by 27% in case of
Hansapank and decreased by 11% in case of SEB Eesti Uhispank.
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Lithuanian banks

Automated phone banking in Lithuania

Average
Ukio bankas

Siauliu bankas
SAMPO bankas
Parex bankas
Nordea

Medicinos bankas
SEB Vilniaus bankas
DnB NORD

Bankas SNORAS

Hansabankas

49%1

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

Higher figures represent better results

Detailed testing results

Criteria

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

Ukio bankas

Nordea

Subscription & Service Management

a*
+
o

It is possible to activate mobile banking service by visiting branch

o

It is possible to block mobile banking service by visiting branch

It is possible to block mobile banking service by sending SMS S R e i e I e

Service is available to clients of all mobile operators in a country + |+ [+ -] -f-]-1-]-

It is possible to activate mobile banking service from IBS S0 R R R P N e I e

It is possible to block mobile banking service from IBS S0 R R R P N e I e

Service is available 24 / 7 |+ - - - -

Transactional Functionality

It is possible to make a local money transfer S e e

It is possible to make a delayed local money transfer S0 R R R P N e I e

It is possible to make an international transfer S S e

It is possible to make a delayed international transfer -

Express money payment is available BN D D I e e

Currency conversion is available FR S S e e

Utility payments (water) B D e

Utility payments (heating) B e

Utility payments (electricity) BN S D I D I e

Mobile phone service payment (2 largest providers) e

Fixed phone line payment -

Pre-paid mobile account refill (2 largest provides) -

Setting automatic payments S I ) I ) A (B

Pre-defined payment triggering BN D D I e e

It is possible to create a local money transfer template S R e i e I e

It is possible to create an international money transfer template EO T ! (R I I e I e

It is possible to cancel money transfer 0 e e e
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Detailed testing results (continued)
S

2 g ol 5|
Criteria S 8|8 glZ|all|x

z 2lels| |E[8|2|8|2

wlOla|lclm|lolO|E ]

MR EIE ISR E

clo|c|BlE|8[=[n]|3]|8C

S|S|E[s|2|£|F|A[A][D
Informational functionality
Current account balance information + |+ -1-1-1-1-1-1-
It is possible to see an account number - -f -] - - -
Last transaction details are available + -1 -1-1-1-1-
Currency exchange rates are available e
It is possible to see information from the stock exchange B - - -] -
Latest bank news - ST -T-7-
Special offers B D e
It is possible to find the locations of ATMs or bank branches B e e
Information about loan and deposit interest rates DR e
Reporting Functionality
Reporting about transactions triggered by automatic payment setting B e
Leasing payment reporting BN S D I D I e
Loan payment reporting ST -T-1-1-1-1T-71-
Account fund change reporting ++ [+ -[-]-[-1-1-1-
Notification concerning contraction of balance of account to a certain level + |+ - - - -
Order monthly account information + |+ | - N
Reminder on approaching loan payment - . SO I I R
Reminder on approaching payment card expiration date - . RO I B I
Possibility to customize reminders -] -
Other functionality
Changing daily transaction limits |- .
Changing user login data + - -f-]-1-]-
Order a payment card B D e
Fill in the application for a credit BN S D I D I e
It is possible to unblock a payment card after entering wrong PIN 3 times EO [ S (R e I S I B
Information
Service description available on the public website + 1+ -1--1-1-1-1-
Service commands are described on the public website + L+ - -
Service fee information available on the public website +l+ - --1-1-1-1-
List of frequently asked questions available on the public website EO I ) I P e e
Printable version of service description is available on the public website + |+ |+ - - -
Printable version of agreement is available on the public website - -] - - - -
Printable version of commands description is available on the public website + |+ + - --1-1-1-1-
Downloadable version of service description is available on the public website EO [ I (R I S I e
Downloadable version of agreement is available on the public website S IR e B e N e
Downloadable version of commands description is available on the public website EO [ S (R e I S I B
Security
Security measures of service described on the public website + 1+ -1--1-1-1-1-
Tips for secure connection are described on the public website B e e e
Session time out is present + 1+ -1 --1-1-1-1-
Necessity to authorize with personal number (e.g. client number) .
Necessity to authorize with custom password +l+ - --1-1-1-1-
Necessity to enter code from code card/generator to execute any transaction - - |- EO I B e
Access to account is blocked after entering incorrect login data for five or less times |+ |+ - - -
Login ID and passwords are the same for multiple m-banking services S I ) S ) I (O (R B
Data communication between user and bank is encrypted NA|NA [NA|NA [NA|NA[NA|NA|NA|NA
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Latvian banks

Automated phone banking in Latvia

Average7@

Regionala investiciju banka |, |
SEB Unibankaiﬁ

Trasta komercbanka7
Latvijas Tirdzniecibas Banka7
Multibanka7

Sampo Banka7
Hansabanka7

Hipoteku banka 7ﬁ

Rietumu Banka 7ﬁ

Latvijas Biznesa Bankaiﬁ

DnB Nord ]

Parex banka |

Nordea7

Baltic Trust Bank ]
Komercbanka Baltikums |

Paritate Banka

25%

Latvijas Krajbanka7
NORVIK BANKA

36%
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Higher figures represent better results

Detailed testing results

Criteria

Komercbanka Baltikums
Paritate Banka

Parex banka

DnB NORD

Latvijas Biznesa Banka
Rietumu Banka

Baltic Trust Bank

Sampo Banka

Hipoteku banka

Latvijas Krajbanka
Multibanka

INORVIK BANKA

Latvijas Tirdzniecibas Banka
[Trasta komercbanka
Hansabanka

SEB Unibanka

Regionala investiciju banka

Nordea

Subscription & Service Management

It is possible to activate mobile banking service by visiting
branch

It is possible to block mobile banking service by visitingbranch | = | - | = | - | = [ - [ = |- [-|-|-|-1+|-[-|-|-]-
It is possible to block mobile banking service by sending SMS -1 -0 -T-1-1-1-1-1-1-1-
Service is available to clients of all mobile operatorsinacountry | = | - | = | - [ - [ - |- |- [-|-|#|-[+[-|-|-[-1]1-
It is possible to activate mobile banking service from IBS e ETE e
It is possible to block mobile banking service from IBS -1 -1-1-T-1-1T-1-T7T-1-T-1-7T-1-1-1-
Service is available 24 / 7 o - =T - =T -T=1-T+1-T+=-=-1-1-1-
Transactional Functionality
It is possible to make a local money transfer N E =T
It is possible to make a delayed local money transfer -t - -0 -T-1-0-1-1-1-1-71-
It is possible to make an international transfer - - -T-]-1-7-
It is possible to make a delayed international transfer -1 -1-1-T-1-1T-1-T7T-1-T-1-7T-1-1-1-
Express money payment is available DS .
Currency conversion is available e
Utility payments (water) - =T-T-1-T-1-T-1-T-1-1-1-1T-1-
Utility payments (heating) -t -t -1-1-1-1-
Utility payments (electricity) - t- -0 --1-1-1-1-1-
Mobile phone service payment (2 largest providers) e EEE e
Fixed phone line payment -t -0 -0-0-1-1-1-1-1T-1-1-1-1-1-
Pre-paid mobile account refill (2 largest provides) e ETE e
Setting automatic payments DS .
Pre-defined payment triggering -1 -1-T-1T-1-1T-1-1T-1-0-1T-1T-1-1-7-
It is possible to create a local money transfer template T -T-1-T-1-T-1-1T-1-1T-1-1-1-1-7-
It is possible to create an international money transfertemplate | = | - | = [ - | = [ - |- [-|-[-|-[-|-|-|-|-1-[|-
It is possible to cancel money transfer - t- -0 --1-1-1-1-1-
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Detailed testing results (continued)

Criteria

Komercbanka Baltikums
Latvijas Biznesa Banka
Latvijas Krajbanka

Latvijas Tirdzniecibas Banka
[Trasta komercbanka
Regionala investiciju banka

Baltic Trust Bank
Multibanka

Paritate Banka
Parex banka
DnB NORD
Rietumu Banka
Sampo Banka
Hipoteku banka
NORVIK BANKA
Hansabanka
SEB Unibanka

Nordea

Informational functionality

ax
ax

Current account balance information

It is possible to see an account number BN L I e

Last transaction details are available B e e

Currency exchange rates are available B S S S S S D i I I I I D

It is possible to see information from the stock exchange R EEEEEEEEE s

Latest bank news BN I I e I e

Special offers D e e

It is possible to find the locations of ATMs or bank branches o= -T-1-T-1T-T-1T-71-7-

Information about loan and deposit interest rates ST - -0 -T-1-T-T-T-1-1-7-

Reporting Functionality
Reporting about transactions triggered by automatic payment
setting

Leasing payment reporting o= -F-1-T-1T-1T-1T-7-1-1-1-

Loan payment reporting BN e e

Account fund change reporting - -1T=T-T-1-T-T-T-1-T-1-7T-1-T7T-1-

Notification concerning contraction of balance of account to a
certain level

Order monthly account information - T-1-T-0T-1T-1T-T-1T-T-1T-1T-17T-T-1-71-1-

Reminder on approaching loan payment ST - -0 -T-1-T-T-T-1-1-7-

Reminder on approaching payment card expiration date ST - -0 -T-1-T-T-T-1-1-7-

Possibility to customize reminders -0 -F-1-1-1-1-1-F-1-1-1-

Other functionality

Changing daily transaction limits BN N I L D D L I e

Changing user login data BN e

Order a payment card

Fill in the application for a credit o= -1T-T-T-1-T-T-T-1-T-1-7T-1-1-1-

It is possible to unblock a payment card after entering wrong
PIN 3 times

Information
Service description available on the public website I e e I e (R I I T I R (R ) IR e

Service commands are described on the public website S N e I e R D I O R R (RS L IR e

Service fee information available on the public website SO N e I e I e I O B I RS i I )

List of frequently asked questions available on the public
website

Printable version of service description is available on the public
website

Printable version of agreement is available on the publicwebsite [ = | - [ = | - | = | - | - [ -[-|-[-|-|-1-1-[-[-]|-

Printable version of commands description is available on the
public website

Downloadable version of service description is available on the
public website

Downloadable version of agreement is available on the public
website

Downloadable version of commands description is available on
the public website

Security

Security measures of service described on the public website S I I I e I I I I T IR I S ) I e

Tips for secure connection are described on the publicwebsite | = | - [ = | - | = | - [ |- |- |-[-|-|-|-|-|-|-|-

Session time out is present N e e e e

Necessity to authorize with personal number (e.g. client
number)

Necessity to authorize with custom password - -T-0-T-1-1T-T-T-1-T+1-71-1-1-1-

Necessity to enter code from code card/generator to execute
any transaction

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

Login ID and passwords are the same for multiple m-banking
services

Data communication between user and bank is encrypted NA [NA [NA|NA|NA|NA[NA|NA|NA|NA|[NA|NA|NA|NA|NA|NA[NA|NA
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Estonian banks

Automated phone banking in Estonia

10%
AVERAGE
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Higher figures represent better results

Detailed testing results

X
C
g %
- . R4 ©
Criteria M < K < £ °
[ [ S|lE[<|T|<
35S S| 5|la|c|&
sl al2(3|gl2|e|2]%
2 TS| D =
S|lo|(2|5]E % = || 2
Tlhlv|=z]|8[F[2Ia]|&
Subscription & Service Management
It is possible to activate mobile banking service by visiting branch + - - - -
It is possible to block mobile banking service by visiting branch +l+ - -] -1-]-1-
It is possible to block mobile banking service by sending SMS B D e
Service is available to clients of all mobile operators in a country E I D e I (e
It is possible to activate mobile banking service from IBS + |+ - - -] -1-1-1-
It is possible to block mobile banking service from IBS + |+ - - -] -1-1-1-
Service is available 24 / 7 P I

Transactional Functionality
It is possible to make a local money transfer + |+ - -1-]-1-1-1-+
It is possible to make a delayed local money transfer B D

It is possible to make an international transfer A I (s

It is possible to make a delayed international transfer BN I

Express money payment is available B e

Currency conversion is available B e

Utility payments (water) AN D D I (e

Utility payments (heating) BN D I D
Utility payments (electricity) A D D I D D (e
Mobile phone service payment (2 largest providers) B D

Fixed phone line payment B D I

Pre-paid mobile account refill (2 largest provides) - ---1-1-71-

Setting automatic payments SO I I I ) I B I

Pre-defined payment triggering BN

It is possible to create a local money transfer template B D e

It is possible to create an international money transfer template SOV ) I I I ) I

It is possible to cancel money transfer S0 O ) IR L IR Y I
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Detailed testing results (continued)

Criteria

Hansapank

SEB Eesti Uhispank

Krediidipank

Sampo Pank
Tallinna Aripank

SBM Pank
DnB Nord
Parex Pank

Nordea

Informational functionality

Current account balance information

ax

It is possible to see an account number

Last transaction details are available

Currency exchange rates are available

It is possible to see information from the stock exchange

Latest bank news

Special offers

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

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment setting

Leasing payment reporting

Loan payment reporting

Account fund change reporting

Notification concerning contraction of balance of account to a certain level

Order monthly account information

Reminder on approaching loan payment

Reminder on approaching payment card expiration date

Possibility to customize reminders

Other functionality

Changing daily transaction limits

Changing user login data

Order a payment card

Fill in the application for a credit

It is possible to unblock a payment card after entering wrong PIN 3 times

Information

Service description available on the public website

Service commands are described on the public website

Service fee information available on the public website

+

List of frequently asked questions available on the public website

Printable version of service description is available on the public website

Printable version of agreement is available on the public website

Printable version of commands description is available on the public website

++]+

Downloadable version of service description is available on the public website

Downloadable version of agreement is available on the public website

Downloadable version of commands description is available on the public website

Security

Security measures of service described on the public website

Tips for secure connection are described on the public website

Session time out is present

Necessity to authorize with personal number (e.g. client number)

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

Login ID and passwords are the same for multiple m-banking services

Data communication between user and bank is encrypted

NA

NA

NA|NA [NA|NA[NA|NA|NA
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16.5 Human operated phone banking

Within a 1 year time significant changes have taken place in the human operated banking area.
Namely, banks in Lithuania and Latvia have increased their average scores. The average human

operated banking index has decreased for Estonian banks on the other hand.

2 out of 10 banks offer human operated banking services in Lithuania - SEB Vilniaus bankas and
Hansabankas. Both these banks have improved their results by 14% and 13% correspondingly. At
the moment, only Hansabankas provides their users with a broad range of transactional

functionality in Lithuania. SEB Vilniaus bankas offers more informational services.

In Latvia, there are big differences between banks which offer human operated banking services.
Namely, there are several banks, which offer information about current account balance, exchange
rates, etc. On the other hand, there are quite few banks, which offer a range of transactional

functionality, including such services, as currency conversation and utility payments.

The above mentioned conclusions cannot be applied to Estonian banks, as in Estonia all banks offer
transactional functionality and the difference in the average scores is explained by other factors
(such as the information about service provided in the public website and by informational

functionality).

The most popular and widely spread human operated phone banking services are mainly
informational ones — one can get the account balance and information, as well as information
about recently occurred transactions and fund movements.

Speaking about human-operated phone banking, usually it is hard to define the edge between the
human-operated phone banking and services one can get during a call to the customer service
centre of a bank. Therefore, the assumption was made that one must log in for human-operated
phone banking services; otherwise it was treated as a customer information service.
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Lithuanian banks

Human operated phone banking in Lithuania

0,
Average ' 10%

0%
0% |
0%
0% |
0%
0% |
0%

0% |

Siauliu bankasi
SAMPO bankasi
Parex bankasi
Nordea |
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DnB NORD |
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60‘7]

Hansabankas
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Higher figures represent better results

Detailed testing results

Criteria

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

Ukio bankas

Nordea

Subscription & Service Management

+

It is possible to activate mobile banking service by visiting branch

It is possible to block mobile banking service by visiting branch T R e e
It is possible to block mobile banking service by sending SMS S I B R N e N
Service is available to clients of all mobile operators in a country e BN E EI B

It is possible to activate mobile banking service from IBS - -

It is possible to block mobile banking service from IBS - -

Service is available 24 / 7 FO I ) R R I D e

Transactional Functionality
It is possible to make a local money transfer - -] - -

It is possible to make a delayed local money transfer N I ) I

It is possible to make an international transfer S R R (R L (e

It is possible to make a delayed international transfer I

Express money payment is available B e

Currency conversion is available S -
Utility payments (water) - -
Utility payments (heating) S| -
Utility payments (electricity) -]
Mobile phone service payment (2 largest providers) - -

+ |+ ] ]+

Fixed phone line payment -

Pre-paid mobile account refill (2 largest provides) - - -

ax

Setting automatic payments - -

Pre-defined payment triggering S e

It is possible to create a local money transfer template EO R e I e B R R B

It is possible to create an international money transfer template EO T e I e B R R e

It is possible to cancel money transfer S I R P I e
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Detailed testing results (continued)
9
“ i NE:
- < c | 8| w

Criteria S 8|8 gle|wl8|q

z2lsls| |=I8|2|8|2

w| Olae|clm|lolO|E ©

o Z|l®|L _g <|E=[>[2]2

cla|lc|Tl2(8[=2|(n]|3]8C

Sl5|2[s[2|E|F|A[R]D
Informational functionality
Current account balance information B e
It is possible to see an account number S + | -
Last transaction details are available -+ B
Currency exchange rates are available B e
It is possible to see information from the stock exchange B e
Latest bank news e
Special offers B D D - -
It is possible to find the locations of ATMs or bank branches S I U (R (R (R (R R (S
Information about loan and deposit interest rates = - B
Reporting Functionality
Reporting about transactions triggered by automatic payment setting B Y
Leasing payment reporting B D ) v e
Loan payment reporting B I I ) i )
Account fund change reporting D
Notification concerning contraction of balance of account to a certain level B e
Order monthly account information BN I D I D I e
Reminder on approaching loan payment EO I ) I R I R O e
Reminder on approaching payment card expiration date EO I T R R
Possibility to customize reminders B e
Other functionality
Changing daily transaction limits e e
Changing user login data B R e
Order a payment card B R e
Fill in the application for a credit B D D I e
It is possible to unblock a payment card after entering wrong PIN 3 times - P - P - P e -
Information
Service description available on the public website B Y
Service commands are described on the public website NA|NA|NA|NA [NA[NA[NA[NA[NA[NA
Service fee information available on the public website T R e e
List of frequently asked questions available on the public website S L R I D (
Printable version of service description is available on the public website Y e
Printable version of agreement is available on the public website S e
Printable version of commands description is available on the public website B S N I ) R )
Downloadable version of service description is available on the public website SO I ([ (= I ) I )
Downloadable version of agreement is available on the public website EO N I I ) B e R
Downloadable version of commands description is available on the public website S5 I I N e R R N
Security
Security measures of service described on the public website = + - -f--01-1-1-
Tips for secure connection are described on the public website Bl - (e - (e - (. - (.-
Session time out is present NA|NA[NA|NA[NA|NA[NA|NA [NA|NA
Necessity to authorize with personal number (e.g. client number) SN I T I D R e I B
Necessity to authorize with custom password T R e e
Necessity to enter code from code card/generator to execute any transaction FO TR I R I B e S B
Access to account is blocked after entering incorrect login data for five or less times SO I I e N R R e
Login ID and passwords are the same for multiple m-banking services S I ) R D
Data communication between user and bank is encrypted NA|NA[NA|NA [NA|NA[NA|NA [NA|NA
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Latvian banks

Human operated phone banking in Latvia
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Subscription & Service Management
It is possible to activate mobile banking service by visiting branch + |+ |+ ]+ - + + - -
It is possible to block mobile banking service by visiting branch DR - - -
It is possible to block mobile banking service by sending SMS -0 -1-1-0-1-1-1T-T-1-1-1-1-1-
Service is available to clients of all mobile operators in a country e e e
It is possible to activate mobile banking service from IBS T 0-1=1-T-01-T-1T-T-1-T-1-T7+1-1-
It is possible to block mobile banking service from IBS -1 -T=1-T=-T-T-1T-T-1-T-1T-T7T-1-1-
Service is available 24 / 7 I N L I I I ) I D
Transactional Functionality
It is possible to make a local money transfer I Y S T I O T R
It is possible to make a delayed local money transfer SRR R s
It is possible to make an international transfer E3 S S I S I B I I ) R S I S S
It is possible to make a delayed international transfer BN I e B + -] -1+]-[+-[+]+]-
Express money payment is available EOl [ ) I I T I e (R R I
Currency conversion is available B e
Utility payments (water) I N R i i D I D R e I
Utility payments (heating) B R e S I e e
Utility payments (electricity) B Y e e e +-1-
Mobile phone service payment (2 largest providers) B Y ES Y S e
Fixed phone line payment T -T-T-T+1+1-1T-T+1-T+«1-1T-1+1-1-
Pre-paid mobile account refill (2 largest provides) R + BN S e
Setting automatic payments Ol [ ) I N T T I I (R R I
Pre-defined payment triggering AR
It is possible to create a local money transfer template NI S T e e
It is possible to create an international money transfer template - - e - e -
It is possible to cancel money transfer o0 IR I I 20 I ) I R T o I 0 B B I e
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Detailed testing results (continued)

Criteria

Komercbanka Baltikums
Paritate Banka

Parex banka

DnB NORD

Latvijas Biznesa Banka
Rietumu Banka

Baltic Trust Bank

Sampo Banka

Hipoteku banka

Latvijas Krajbanka
Multibanka

NORVIK BANKA

Latvijas Tirdzniecibas Banka
Trasta komercbanka
Hansabanka

SEB Unibanka

Regionala investiciju banka

Nordea

Informational functionality

Current account balance information

It is possible to see an account number

Last transaction details are available

]+
+ ]+
Fl]+]+
+ ]+ +
+ ]+ +

Currency exchange rates are available

It is possible to see information from the stock exchange

+

Latest bank news

Special offers

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

Lo I R I I T A I
+ [+ + ]
+ [+ +]
[+ ]+
Lo I R I I T A I
[ ]|+
|||+ ]+
+ [+ +]
RS I S I I TS I IS
+ [+ +]
[+ ]+

Information about loan and deposit interest rates

Reporting Functionality

Reporting about transactions triggered by automatic payment
setting

Leasing payment reporting - -1 -T-1-T-1T-1T-1-1-1-1-1-7-1-

Loan payment reporting NN S e e e

Account fund change reporting -1 -T-1-T-1-T-17T-T-17T-T-17-17T-1-7T-1-

Notification concerning contraction of balance of account to a
certain level

Order monthly account information -t 0-1+1-1-1-0-1-1-1-1-1-1-1-

Reminder on approaching loan payment BN IR S R D I I D S S e e e

Reminder on approaching payment card expiration date BN D L R i I e e

Possibility to customize reminders BN N S e e

Other functionality

Changing daily transaction limits PR I L I ) I R R R R (R R B ) R I

Changing user login data - T-T-T-0T-T-1-T-=T-T+«01-T+«[-07-1-71-7-

Order a payment card T D Y e e e e

Fill in the application for a credit + - T-T-T+1-1T-1-1-1T-T-1T-T-1T-T-1T+1-71-

It is possible to unblock a payment card after entering wrong
PIN 3 times

Information

Service description available on the public website S N I I I IR 0 e (R N I R o I R

Service commands are described on the public website NA [NA [ NA|NA |NA [ NA|NA|NA[NA|NA[NA[NA|NA|[NA|NA|NA[NA|NA

Service fee information available on the public website B D e e e

o

List of frequently asked questions available on the public website

Printable version of service description is available on the public
website

Printable version of agreement is available on the publicwebsite | + | + | = | - [ - | - [+ | - | = | - |- |-[*|-[*]|-|[-]|-

Printable version of commands description is available on the
public website

Downloadable version of service description is available on the
public website

Downloadable version of agreement is available on the public
website

Downloadable version of commands description is available on
the public website

Security

Security measures of service described on the public website R R E T T e

Tips for secure connection are described on the public website BN N D T e e e e

Session time out is present NA | NA [NA|NA [NA|NA [NA|NA | NA|NA|NA[NA|NA[NA|NA[NA|NA|NA

Necessity to authorize with personal number (e.g. client
number)

Necessity to authorize with custom password + [+ ]+ ]+ -] -] -]+ -] -

Necessity to enter code from code card/generator to execute
any transaction

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

Login ID and passwords are the same for multiple m-banking
services

Data communication between user and bank is encrypted NA [NA [ NA|NA |NA[NA|NA|NA[NA|NA[NA|NA|NA|[NA|NA|NA[NA|NA
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Estonian banks

Human operated phone banking in Estonia

AVERAGE

Tallinna Aripank

DnB Nord

Krediidipank

Parex Pank

SBM Pank

Nordea

Sampo Pank

Hansapank

0,
SEB Eesti Uhispank 59A,‘

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

Higher figures represent better results

Detailed testing results

Criteria

SEB Eesti Uhispank
Krediidipank
Sampo Pank

SBM Pank

Tallinna Aripank
DnB Nord

Hansapank
Parex Pank

Nordea

Subscription & Service Management

+
+
+
'

+

It is possible to activate mobile banking service by visiting branch

It is possible to block mobile banking service by visiting branch +(+ - -1+]-|-]-
It is possible to block mobile banking service by sending SMS A )
Service is available to clients of all mobile operators in a country S0 BT I B O (T (R I

It is possible to activate mobile banking service from IBS B D I D I
It is possible to block mobile banking service from IBS + - -F-1-01-1-71-

ax
+
'

Service is available 24 / 7

Transactional Functionality
It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

Express money payment is available

|+ ] ]+

Currency conversion is available
Utility payments (water) A D D D
Utility payments (heating) A D D D
Utility payments (electricity) N e
Mobile phone service payment (2 largest providers) B D I D I

Fixed phone line payment BN I

Pre-paid mobile account refill (2 largest provides) BN R B

Setting automatic payments

Pre-defined payment triggering

It is possible to create a local money transfer template

It is possible to create an international money transfer template

4+ |+ +

]+ ]+

|+ |+ +
:

It is possible to cancel money transfer
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Detailed testing results (continued)
=
Criteria o g < < £ o
THEREEHEEE
o & % 3 | = E Z | <
s|2lels|8|Z25|2]8
T[] Z[vn]|lun|l—-|O]a
Informational functionality
Current account balance information + |+ -+ |+ - +
It is possible to see an account number + |+ -+ |+ -|- |+
Last transaction details are available + |+ -+ |+ -|- |+
Currency exchange rates are available + |+ -+ - -+
It is possible to see information from the stock exchange - -+ -1-]-1-
Latest bank news o) N D I o I [ I
Special offers + - -+ ]+ N
It is possible to find the locations of ATMs or bank branches + |+ -+ ]+ ]|+ - +
Information about loan and deposit interest rates + |+ -+ |+ - +
Reporting Functionality
Reporting about transactions triggered by automatic payment setting - - -] -] B
Leasing payment reporting = S I I (e -
Loan payment reporting A S I
Account fund change reporting e
Notification concerning contraction of balance of account to a certain level B - [ - S - [ - (=
Order monthly account information A D D D
Reminder on approaching loan payment S ) I () B
Reminder on approaching payment card expiration date N e
Possibility to customize reminders N e
Other functionality
Changing daily transaction limits BN I L L [ I
Changing user login data - - el - T
Order a payment card + - |+ - -
Fill in the application for a credit + - |+ - -
It is possible to unblock a payment card after entering wrong PIN 3 times B
Information
Service description available on the public website ++ -+ +]+]- -
Service commands are described on the public website NA|NA [NA|NA [NA|NA[NA|NA|NA
Service fee information available on the public website +l+ -+
List of frequently asked questions available on the public website - O I I e
Printable version of service description is available on the public website S
Printable version of agreement is available on the public website B I A R [ R
Printable version of commands description is available on the public website SO [N I I () IR () I
Downloadable version of service description is available on the public website - - -] - -
Downloadable version of agreement is available on the public website - PE IR R I -
Downloadable version of commands description is available on the public website CO I R I R IR () I
Security
Security measures of service described on the public website + -+ +] -] - _
Tips for secure connection are described on the public website B I _
Session time out is present NA|NA [NA[NA [NA[NA[NA[NA[NA
Necessity to authorize with personal number (e.g. client number) R DT B S B (R I
Necessity to authorize with custom password R DT I S B (R I
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 R N R R N (R [
Login ID and passwords are the same for multiple m-banking services O R T (S
Data communication between user and bank is encrypted NA|NA [NA|NA [NA[NA|[NA|[NA[NA
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Composite rankings 2007

To make the research more valuable to high level banking executives, a synthetic model has been
constructed, representing every bank'’s ability to leverage the e-channel in two key areas, namely:

e Attracting new clients
e Retaining current clients

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

Functionality 3 3

3 2

2 3

Responsiveness 2 2
SUM 10 10

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

Retaining current clients).

NOTE c ite Ranki
The intra-country composite rankings are relative and should not be compared across different
countries. For instance, one can safely claim that SEB Uhispank has shown better performance than

SBM Pank in Estonia, but one cannot compare SEB Uhispank’s composite ranking score with that

of Lithuania’s SEB Vilniaus Bankas in a meaningful way.

This of course does not prevent a reader from doing cross-border performance comparisons in
areas where absolute rather than relative figures are available (convenience test results are a

suitable example).
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Lithuanian banks

Composite Ranking — Lithuania 2007
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Overall rankings 2007 in Lithuania

Rank Rank Attracting R::ias't?r"ng
2007 2006 new clients 1sting
clients

1 (1) | Hansabankas 8.5 8.6 171
2 (3) | SEB Vilniaus bankas 8.3 8.1 16.4
3 (5) | Parex bankas 8.1 7.8 15.9
4 (2) | SAMPO bankas 7.9 7.6 155
5 (8) | Bankas SNORAS 7.0 7.0 14.0
6 (4) | Ukio bankas 6.4 6.3 12.7
7 (6) | Siauliu bankas 6.0 5.8 11.8
8 (7) DnB NORD 5.6 5.6 11.2
9 (9) | Nordea 5.2 5.7 10.9
10 | (10) | Medicinos bankas 4.5 4.2 8.7
AVERAGE 6.7 6.7 13.4
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Latvian banks

Composite Ranking — Latvia 2007
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Overall rankings 2007 in Latvia

Rank Rank Attracting R:;;'t?;ng
2007 2006 new clients isting
clients

1 (1) | Hansabanka 7.7 7.9 15.7
2 (6) | Latvijas Krajbanka 7.8 7.5 153
3 (2) | Hipoteku banka 7.4 7.5 14.9
4 (7) | SEB Unibanka 7.2 7.6 14.7
5 (9) NORVIK BANKA 7.3 7.2 14.5
6 (5) | Parex banka 7.0 6.9 13.9
7 (17) | Latvijas Biznesa Banka 7.0 6.9 13.9
8 | (12) | Nordea 6.3 6.8 13.1
9 (3) | DnB NORD 6.4 6.6 13.0
10 (10) | Trasta komercbanka 6.4 6.2 125
1 (15) | Baltic Trust Bank 6.0 6.2 12.2
12 (14) | Rietumu Banka 6.0 5.8 11.8
13 (11) | Regionala investiciju banka 55 5.8 113
14 | New | Sampo Banka 5.2 5.3 10.5
15 (8) | Komercbanka Baltikums 4.6 4.4 8.9
16 (16) | Multibanka 4.0 4.4 8.5
17 (13) | Paritate Banka 4.3 4.0 8.3
18 (18) | Latvijas Tirdzniecibas Banka 3.9 3.8 7.7

AVERAGE 6.1 6.2 12.3
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Estonian banks

Composite Ranking — Estonia 2007
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Overall rankings 2007 in Estonia

Rank Rank Attracting Ree):iiltri]rl\ng
2007 2006 new clients 1stng
clients

1 (1) | SEB Eesti Uhispank 8.2 8.3 16.6
2 (2) | Sampo Pank 8.1 8.2 16.3
3 (3) | Hansapank 7.8 7.7 15.6
4 (4) | Krediidipank 6.0 6.2 12.2
5 | New | Parex Pank 5.5 5.7 11.2
6 (5) | Tallinna Aripank 5.2 52 10.4
7 (6) | Nordea 4.6 52 9.8
8 | (7) |SBMPank 338 4.1 7.9
9 New | DnB NORD 2.2 2.2 4.3
Average 5.7 5.9 11.6
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Top e-bugs and e-blunders ‘07

Latvia

If it was historically so that the banks tended to respond worse to e-mails sent not in the working
hours, then in Latvia situation appeared to be reversal — most of responses were collected for e-
mails sent on weekends and in the night hours.

DnB NORD

DnB Nord still uses bizarre mail subjects when replying:

“[<AD1348>] {20641}", the subject was the only information DnB Nord has written in the e-mail.

Latvijas Biznesa Banka

Latvijas Biznesa Banka, answering to a simulated e-mail inquiry apparently forgot to delete the
interbank communication. The e-mail reply contained the following text:

“Sergej! Whom should | resend this mail?”

One of the Latvijas Biznesa Banka replies consisted of the following text:
“Pozvonite 7775806"

It is worth to mention that e-mail inquiry was in Latvian.

Weird reply was from Latvijas Biznesa Banka, which was intended to one of the employees most
likely:
0

“Sergey, last letter

(The name of a virtual inquiring person was Vasilij)
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Baltic Trust Bank

Baltic Trust Bank have two clocks next to log in fields: one is showing the local time, while
second - bank’s time (apparently different from the “real” time) ©

Bankas laiks: ) 2007/09/08 18:33:29
viefejgis Taiks: 2007/09/08 18:35:37

Latvijas Tirdzniecibas Banka

Response from Latvijas Tirdzniecibas Banka contained a sequence of forwarded e-mail inquiries
throughout bank’s employees (4 in total). The ultimate answer to the e-mail inquiry was:

“Inara Maculska IS administratore Talr. 7043520."

Regionala investiciju banka

After making the transaction of 0.01 LVL, our tester was telephoned and was asked (in the angry
voice) to give an explanations of such transactions in the written form. ©

Sampo Banka

An e-mail reply from Sampo Banka was formatted in 6 different colors and 3 different font sizes.

Nordea

Loan section in the public website of Nordea contains a language mistake — instead of “Paterina
kreditkarte” (Consumer credit card) the title says “Peterina kreditkarte” (Peter’s credit card):

karti, kas sniedz Jums iesp&ju, pirmkart, norékindties ar savu naudu,
otrkart, Jums vienmé&r ir pieejams kredita limits - bankas apstiprindts
kredita apjomns - un Jums ir dota pilniga ricibas briviba, cik
aizpemties, un kad kreditu atmaksat.

Telefons 7 096 096, info@nordea.ly
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Trasta komercbanka

Trasta komercbanka spam filter has recognized the e-mail inquiry as a spam:

Re: tkb mail thinks that this mail might be spam
TaTta: Mon, 30 Jul 2007 10:28:13+0300

Or: Rita Latarija[+]

Kony: Inta Mazupite[+]

Reply-To: Rita Latarija[+]

Pazmep: T KB

HacTm:

Estonia

SBM Pank

During the functionality tests our tester was asked to give a consultation on whether they really
needed to include the information on accrued interest into their new internet banking system or
not.
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Conclusions

1. Surprisingly Customer Service Responsiveness has worsened noticeably in all three Baltic
States as banks have answered on average fewer emails (except for Latvia where this
score has slightly improved) and were responding much slower than the last year. It
seems that most of the banks have troubles in consistently answering customer inquiries
in a timely manner.

2. Baltic Banks continue to develop new functionality both in core banking and extra service
areas, however neither clarity nor convenience results improved. This leads to the
conclusion that E-Banking development remains focused on technology rather than
usability. This is worrying as increasing penetration of e-banking puts forward the need
for e-banking solutions that are not only functional but also easy to use even for
consumers lacking computer proficiency.

3. The leaders of Baltic E-Banking market remained the same during 2007: Hansabank in
Lithuania and Latvia, SEB Uhispank at the top in Estonia.

4. Among the all Baltic banks Latvijas Biznesa Banka has made the biggest jump this year
moving from 17" to 7" position. In general, the differences between scores of Latvian
e-banking players have diminished most of the Baltic States showing heating competition
in the market.

5. In Lithuania and Estonia no banks impose fee for the e-banking services. Latvia remains to
be the follower here — a lot of banks still require various fees for using their services.
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