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Executive summary

The Baltic e-banking landscape is under continuous transformation. New trends appear on the on-
going basis either replacing the existing ones or adding to the aggregate market movement. There
are a couple of clearly remarkable trends in the Baltic e-banking arena. The first trend, which is
being observed over a couple of years already, is the maturity of e-banking platforms in the sense
that they become fully capable of serving all clients needs.

Following the first trend the second one is emerging. In the environment where client doesn’t need
to visit bank branch, interaction and personalization is coming into e-banking. Banks start to
personalize their e-banking systems for a specific client’s needs.

The last trend is that the availability of e-banking services is not anymore limited to the IBS system
of the bank. E-banking services are being integrated into external channels. Examples could
be banklink payment options, mortgage interest rate calculators in real estate related web sites and
other. That way the functionality of e-banking is expanded and additional marketing channel
created.

Combined with the core trends that had been observed since the moment of the first Baltic E-
Banking Report issue (in the year 2003) - the growing penetration of Internet usage and the
ongoing explosion of Internet banking usage within the Baltic countries, and the irreversible
commoditization of key retail financial products which forces banks to refocus from pricing
and products to brand/image and superior customer service — the straightforward fact is that the
E-banking channels have turned their role from the supportive to the essential.

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

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

In the 2008 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:

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

Attracting new clients

Retaining current clients

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

Composite Ranking — Lithuania 2008
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Rank Rank Attracting Ret-alr_\lng
2008 2007 new clients ~ ©XIsting
clients

1 (1) | Swedbank 8.2 8.5 16.8
2 (2) | SEB bankas 7.8 8.4 16.2
3 (4) | Danske bankas 6.6 6.5 13.1
4 (9) | Nordea 6.4 6.5 12.9
5 (3) | Parex bankas 6.5 6.3 12.9
6 (8) DnB NORD 5.7 55 11.2
7 (7) | Siauliu bankas 5.3 5.4 10.7
8 (6) | Ukio bankas 5.3 49 10.2
9 (5) | Bankas SNORAS 4.3 45 8.8
10 | (10) | Medicinos bankas 2.7 2.6 5.3
AVERAGE 5.9 5.9 11.8
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Latvian banks

Composite Ranking — Latvian 2008
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Rank Rank Attracting Ret_alr_ung
2008 2007 new clients  eXISting
clients

1 (1) | Swedbank 7.9 7.9 15.8
2 (6) Parex banka 7.6 7.6 15.1
3 (2) Latvijas Krajbanka 7.6 7.5 15.1
4 (5) Norvik banka 7.2 7.4 14.5
5 (11) | GE Money Bank 6.6 6.8 13.4
6 (3) Hipoteku banka 6.4 6.6 13.0
7 (8) Nordea 6.4 6.3 12.7
8 (9) | DnB NORD 6.4 6.3 12.7
9 (10) | Trasta komercbanka 6.2 6.1 12.4
10 | (4) | SEBbanka 6.1 6.2 12.3
11 | (16) | SMP banka 5.5 5.6 11.0
12 (13) | Regionala investiciju banka 5.2 5.2 10.4
13 (7) Latvijas Biznesa banka 4.8 49 9.7
14 (14) | Danske banka 4.7 4.8 9.5
15 (15) | Komercbanka Baltikums 4.4 4.5 8.9
16 (18) | Latvijas tirdzniecibas banka 4.4 4.5 8.9
17 (12) | Rietumu banka 45 4.3 8.8
18 (17) | Privatbank 4.3 4.4 8.7
19 | (New) | VEF banka 4.1 4.5 8.6

AVERAGE 5.8 5.9 11.7
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Estonian banks

Composite Ranking — Estonian 2008
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Overall rankings 2008 in Estonia

Rank Rank Attracting Ret_alr_nng
2008 2007 new clients  ©XIStng Total
clients
1 | (3) | Swedbank 6.4 7.0 13.5
2 (2) | Sampo pank 6.6 6.6 13.2
3 (4) | Krediidipank 6.4 6.3 12.7
4 | (1) | SEBpank 6.1 6.6 12.7
5 | (7) | Nordea 6.1 5.8 11.9
6 | New | Marfin pank 4.5 4.6 9.1
7 New | Handelsbanken 3.9 4.0 7.9
8 (5) | Parex pank 3.7 3.3 6.9
9 (6) | Tallinna Aripank 3.3 3.3 6.6
10 (9) DnB NORD 2.8 2.8 5.6
AVERAGE 5.0 5.0 10.0
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Conclusions

1. While the picture with customer service responsiveness has improved considerably, many
banks still fail to integrate e-channels into their customer service processes. Around one
half of the banks still fails to answer all customer email inquiries, or is unable to ensure
consistent quality. Still this year a positive trend has emerged as noticeably better
Customer Responsibility results in Estonia and Lithuania have been observed.

2. Swedbank has regained the leading position in all three Baltic States. Swedbank remained
a clear leader in Latvia, while in Lithuania the gap between Swedbank and its primary
competitor SEB has been diminishing further. In Estonia overall competition is even fiercer
that in Lithuania, as a group of leading banks has formed, whose rankings differ just in
single digit points.

3. For a few years already no-fee e-banking account opening has become a standard for
Estonian and Lithuanian banks, with none of the banks charging the customers for
opening e-banking accounts. We still expect that similar trend should take over Latvian
banking market over the coming years. Also half of Estonian banks don’t charge for a
domestic money transfer, which shows that Estonian banks see bigger value in e-banking
as a cost saving tool rather as an additional revenue stream.

4. Mobile banking is advancing, but at a slower pace than expected. The growth is mostly
noticeable in the SMS banking services. WAP banking does not show signs of an
increasing popularity, being squeezed out by the development of mobile devices
applications that support regular HTML browsing, such as Mini Opera mobile browser.
Meanwhile, it is expected that mobile devices will get engaged more in non-financial or
supportive services of banks, focusing mostly on the informative function.

5. Innovation leaders are still Estonian banks with other countries following the lead.
Examples of commoditization of financial products can be seen in such pages as arved.ee
where an e-bill system is being successfully implemented and used by leading banks and
companies. Also pensionikeskus.ee where different life insurance and investment services
can be compared and chosen. These websites are essentialy financial products
marketplaces, a trend which has been predicted by Metasite Business Solution in the first
E-Banking Report back in 2003.

6. Overall trend is the increasing functionality of banks’ IBS. This trend is formed by
increasing bank competition in e-banking field, as banks become aware that e-banking is
as important part of their business model as traditional banking. From the other side
banks operating in the economic slowdown environment see e-banking as an opportunity
to reduce their operating costs, hence a need to move as much functionality as possible
into e-world.
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Introduction

1. Introducing The Baltic E-Banking Report 2008

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

October 1, 2008
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 six years ago during the 2003 Banking and Finance in the
Baltics conference in Riga. Within 6 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
six 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 six years ago
the amount of tested criteria has amounted to 100, then after six years of our work the current
criteria set constitutes 500+ criteria (39500+ collected data points this year) and will remain a
subject to the ongoing revision and improvement.

As every year, the Baltic E-Banking Report 2008 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 2008 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 2008 measurements are here.
Good luck!
Karolis Brazys

E-Banking Research Supervisor
Metasite Business Solutions

Project Coordinator
P.S. Should you be willing to directly discuss The 2008 Baltic E-Banking Report results or other

topics related to e-banking and m-banking development in the Baltics, please email me at
karolis.brazys@metasite.net or call +370 647 18 148.
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2. Goals of the study

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

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

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

Where are we today?

Where are our competitors?

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

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

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

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

It ranks the banks by a wide range of customer-experience related criteria, provides comments on
best-practice examples and 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
¢ Not an e-banking system security or technical availability test

What this report IS:

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

Copyright © 2008 Metasite Business Solutions UAB. All trademarks are the property of their
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Methodology

4. Key definitions

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

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

Public website

Internet Banking
System (IBS)

History;
Account history

Client
User
Customer

Wire transfer
Money transfer
Payment order

Transaction

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

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

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

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

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

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

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

While developing the methodology for the Baltic E-Banking Report, Metasite has identified and
researched over 500+ distinct criteria characterizing a retail bank’s Internet banking offerings in five
major categories:

Functionality Mabile Banking

Building on top of world-class methodologies for usability analysis developed by Change Sciences
Group, Alan Cooper, Jakob Nielsen, Forrester Research, Jim Sterne, as well as Gomez metrics for
analyzing use of e-channels at financial institutions, Metasite has developed a process for
evaluating an entire set of a retail bank’s online offerings based on those 500+ criteria.

Base data analyzed in this report has been gathered during field research and testing sessions that
were carried out in parallel during July-August 2008 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 2009 Baltic E-Banking Report.

The field research and testing were carried out as follows:

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

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

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

The following banks have been covered in the 2008 Baltic E-Banking Report (listed in alphabetical
order):

6.1 Lithuanian banks

1 Bankas Snoras WWW.SNOras.com

2 Danske bankas www.danskebankas.lt
3 DnBNord www.dnbnord. [t

4 Medicinos bankas www.medbank.|t

5 Nordea www.nordea.lt

6  Parex bankas WWW. parex.|t

7  SEB bankas www.seb. It

8  Swedbank www.swedbank.It

9  Siauliu bankas WWW.sb.It

10  Ukio bankas www.ub.lt

Copyright © 2008 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.



October 2008

Page 16

6.2

Latvian banks

10

11

12

13

14

15

16

17

18

19

Danske banka

DnB Nord

GE Money Bank

Hipoteku banka
Komercbanka Baltikums
Latvijas Biznesa banka
Latvijas Krajbanka

Latvijas tirdzniecibas banka
Nordea

Norvik banka

Parex banka

Privatbank

Regionala investiciju banka
Rietumu banka

SEB banka

SMP banka

Swedbank

Trasta komercbanka

VEF banka

www.gemoneybank.lv

www.hipo.lv
www. baltikums.lv
www.lbb.lv
www.lkb.lv
www.ltblv.com
www.nordea.lv
www.norvik.lv
WWW.parex.lv
www.privatbank.lv
www.rib.lv

WWW.rietumu.lv
www.seb.lv
www.smpbank.lv
www.swedbank.lv
www. tkb.lv

www.vefbank.com
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6.3 Estonian banks

1 DnB Nord www.dnbnord.ee

2 Handelsbanken www.handelsbanken.
3 Krediidipank www.krediidipank.

4 Marfin pank www.marfinbank.ee
5 Nordea www.nordea.ee

6  Parex pank WWW.parex.ee

7 Sampo pank WWW.sampo.ee

8  SEB pank www.seb.ee

9  Swedbank WWW.SW nk.

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

7.1 Reasons for exclusion

Since we were seeking to research the range, quality and functionality of online banking services
offered by banks to regular domestic clients, some banks were excluded from the 2008 study
because of one or both of the following reasons:

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

Deposit or credit required to get access to IBS (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

Finasta No IBS found at the time of research.

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.
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

Balti Investeeringute Grupi Only investment services offered.
Pank
Rietumu banka No working office found during research time.
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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 Orering | “opening | Montly | Closing | 185 transc
costs
Bankas Snoras LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
Danske bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
DnB NORD LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Medicinos bankas' LTL 0.00 LTL10.00 LTL 0.00 LTL 0.00 LTL 0.80
Nordea LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Parex LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
SEB bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.40
Swedbank LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
Siauliu bankas LTL 0.00 LTLO.00 LTL 0.00 LTL 0.00 LTL 1.50
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

' 10.00 LTL - a mandatory payment to have money in the account; however, the money is disposable.
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8.2 Latvian banks
Bank Name Opfeeneing Ag::r:?nn; ! Mc:::tehly CI?esLng Ig?o:afzzg-
costs

Danske banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
DnB Nord LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
GE Money Bank LVL 1.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Hipoteku banka LVL 3.00 LVL 0.00 LVL 0.00 LVL 3.00 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 LVL 0.15
Latvijas Krajbanka LVL 3.00 LVL 0.00 LVL 0.10 LVL 0.00 LVL 0.20
Latvijas Tirdzniecibas banka® LVL 1.00 LVL 10.00 LVL 0.00 LVL 0.00 LVL 0.15
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 0.20
Parex banka LVL 1.50 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Privatbank LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.15
Regionala investiciju banka* LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Rietumu banka® LVL 25.00 LVL 10.00 LVL 4.00 LVL 10.00 LVL 0.30
SEB LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
SMP banka LVL 5.00 LVL 0.00 LVL 0.00 LVL 5.00 LVL 0.20
Swedbank LVL 5.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Trasta komercbanka® LVL 2.00 LVL 20.00 LVL 0.00 LVL 0.00 LVL 0.25
VEF banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25

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

110.00 LVL is charged for code generator for IBS access

21.00 LVL is charged for enabling IBS access

310.00 LVL is charged for generating a code table for IBS access
45.00 LVL is charged as yearly debit card usage fee

°10.00 LVL is charged for digital certificate for enabling IBS access

620.00 LVL is charged for code generator for IBS access
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8.3 Estonian banks

Bank Name Opfeeneing Ag::r:?nn; ! Mc:::tehly CI?esLng Ig?o:afzzg-
costs
DnB Nord' EEK 0.00 EEK 100.00 EEK 0.00 EEK 0.00 EEK 2.00
Handelsbanken? EEK 0.00 EEK 0.00 EEK 20.00 EEK 0.00 EEK 2.50
Krediidipank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
Marfin pank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
Nordea EEK 0.00 EEK 0.00 EEK 5.00 EEK 0.00 EEK 2.00
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 15.00 EEK 0.00 EEK 0.00
SEB Pank EEK 0.00 EEK 0.00 EEK 5.00 EEK 0.00 EEK 0.00
Swedbank EEK 0.00 EEK 0.00 EEK 15.00 EEK 0.00 EEK 6.00
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

' 100.00 EEK — a payment for PIN calculator for IBS access

220.00 EEK — payment of 240.00 EEK has to be made once a year
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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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9.3 An example of an Internet Banking System
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10. Explanation of the tests

10.1 The five 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 Mobile Banking

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.

Mobile Banking test aims to evaluate the variety of functions that the banks offer to their
customers through mobile devices. The test measures two main mobile banking channels WAP and
SMS mobile banking. The test also covers regular banks IBS compatibility with Mini Opera mobile
browser.

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 and how overall website
design complies with usability standards.

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

. o o - - -

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 15 subcategories, each representing a
significant functional area. We were seeking to define binary criteria whenever possible so that
yes/no or true/false evaluations could be assigned.

An example:

Category: Functionality

Subcategory: Transactions

Criteria: s it possible to set up automatic periodical payments

Evaluation: Yes

Functionality subcategories

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

3. Transactions 11. Help system

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

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

8. Leasing

Testing process

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

Presentation of results

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

Testing Functionality Mobile Banking

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

Structure

WAP Mobile banking subcategories

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

SMS Mobile banking subcategories

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

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

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

Transactions subcategory evaluates transactions that can be executed through WAP mobile
banking.

Notifications subcategory evaluates notifications that can be sent through SMS mobile banking.

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

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

Testing process

Two mobile communication channels WAP and SMS were tested according to the different set of
criteria. Also an attempt to login and execute a transaction was made through Mini Opera mobile
browser during compatibility testing.

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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10.4 Clarity test

Testing Functionality Mobile Banking

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

Structure

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

An example:

Category: Clarity

Subcategory: Page layout

Criteria: Appropriate text line lengths (~75 characters)

Evaluation: Yes

Clarity subcategories

In the public website In the Internet Banking System
1. Homepage 1. Banking operations

2. Page layout 2. Page layout

3. Navigation 3. Navigation

4. Text readability 4. Text readability

Testing process

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

Presentation of the results

Clarity test results incorporate the evaluation of bank’s public website and internet banking system
by the selected parameters. Overall bank’s clarity index is an average of all public website and
Internet Banking System'’s subcategories indexes.
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10.5 Convenience test

Testing Functionality Mobile Banking

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:

1. Number of mouse clicks needed
2. Pages necessary to load Convenience
3. Data entered (number of keystrokes)
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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

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 Krediidipank (Estonia) e-banking system screenshots.
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UUED TEATED JA ERIPAKKUMISED

KonEodeyaagi

Vastus (Saotjo:PANK, 09:42 11.07.2008)
ValjavoLtEn ¥onTo.

Tere!
Tehingud
PENGEEIZEnE
makse: Lugupiamisega
T -panga haidur

‘Saadan tefe konto nuMbeL42786 17554803

EREEEen:
makse:
WATEakes Eestisisene makse
Maksed failist

Yaluuta Makse on salvestatud (ootab Teiepoolset teostamist)

Konverteeri Lisa uueks tavamakseks

TENGItE
staatus,

nused

ey ]
ja pisimakeed

HGEE
e
[ShsTtEEhE
EEtEERuEed
BT
STESEeH

ks kroon fa 00 senti

aded
[TavamBKEs.

vahetus:
[ antaLEandm o
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Sign the payment order

EETRRE -panga sbielefon: EE 4372 6890966 Cal
Kontoinfo UUED TEATED JA ERIPAKKUMISED
RGO BHgi Vastus (Szatis:PANK, 09:42 11.07.2008)
[Enavete KONTO.

Tehingud
PaNgasiEene,
makee

‘Saadan teie konto numbe 4276617554803

Lugupidarisega
Eestisisens ipanga haidur
makee

[EEREREE Eestisisene makse
[MEREEHIFEIED
Valuuta
konverteermine
TeRingute)
staatus

Lisa uueks tavamakseks

Teenused

O ERaTTaI Nz e
Japlisim aksed

HEEE
[E
[SMS taenus
[EZEEERE e
[EZErvEn
[Freaten
seaded
[Favamakeen)

SaIEEEE)
vahetis)

Complete the transaction

-panga abitelefon: EE +72 6690866 Call

[StilgeNaken)

Teie internetipanga seanss on I6ppenud
s sEanss)

[=pangainfo Peatse taastontumiseni -pangas’
Kui kasutasid intemetipanka tldkasutatavast anutist sulge ka brauseri aken, et kustutada amuti malust intemetipangast saadud informatsioon

Problesmids, sttspanekute ui kusimuste korral vitke meiega Ghendust Eesti Kredidipanga kodulehel toodud kontaktide kaudu véi saatke oma kusimus meile
tagasisideankeedi vahendusel.

PS! Enne kiisimuse esitamist vaadake ega see ei ole juba vastatud i-panga Korduma Kippuvate Kiisimuste lehel

 kasutage o
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10.6 Customer Service Responsiveness test

Testing Functionality Mobile Banking

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

Testing process

During the period of three weeks 12 e-mails with different client questions were sent from 12
different users’ accounts to the customer service e-mail addresses specified on the public website
of every bank. To ensure consistency in the simulation, the inquiries were dispatched at the same
time to every bank. Reaction times were tracked and measured in minutes. The time that it took
for a bank to respond was measured round clock, i.e. 24 x 7. Bank employees were expected to
answer emails outside the usual working hours.

The 12 simulated email inquiries were modeled on real-life bank client requests and divided into 3
categories each containing 4 emails. Categories and examples are further provided:

Simple:

Hello,
What is the SWIFT number of your bank?

Cheers, ...

Normal:

Hello,

I want to transfer money to my account from abroad. What information do | need to
give to the person transferring?

Regards

Complex:

Hi,
I’'m looking to invest around 10000 EUR, can you provide me with information about

which of the investment products you're offering resulted in highest overall return in
last year?

Regards
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Presentation of the results

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

speed:
Less than 30 min. 5 points (excellent)
Less than 2 hours 4 points (very good)
Less than 8 hours 3 points (satisfactory)
Less than 24 hours 2 points (poor)
More than 24 hours 1 point (very poor)
Over 1 week 0 points (no-response result, email mishandled)

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

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

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

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

An email with no grammatical mistakes was awarded 1 extra point. Note that replacing
special national characters with their Latin equivalents in certain languages (A,C,E written

as A, C, E) was not counted as a grammatical error.

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

The final responsiveness score for each email message was a sum of the points awarded for

reaction speed and quality, with a maximum of 10 points being awarded. The final responsiveness

result for each bank was a simple average of the scores from 12 emails.
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11. Composing the final rankings

While the results of testing criteria in each of the five 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:

Attracting Retaining

potential current
clients clients

Functionality 3 3
Mobile banking 2 2
Clarity 3 2
2 3

2 2

SUM 12 12

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

. o o . -

12. Functionality

Lithuanian banks

Overall Functionality results for Lithuanian banks
AVERAGE ' 64%
Nordea l 49%
Medicinos bankas I 51%
Ukio bankas 63%
DnB NORD E 64%
Parex bankas [ 64%
Bankas SNORAS E 66%
Siauliu bankas 66%
Danske bankas 70%
SEB bankas 74%
Swedbank 75%
0% 10%  20%  30%  40%  50%  60%  70%  80%  90%  100%

Higher figures represent better results
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Latvian banks

Overall Functionality results for Latvian banks

AVERAGE

|51%

VEF banka

Latvijas Tirdzniecibasbanka
Komercbanka Baltikums
Rietumu banka

Regionala Investidju banka
Privatbank

Danske banka

Nordea

SMP banka

Trasta komercbanka

GE Money bank

Latvijas Biznesa banka
Latvijas Krajbanka
Hipoteku banka

DnB Nord

SEB

l 25%
I 36%
| 38%
| a1%
| a2%
I 42%
| a2
' | a6%
| a6%
I 46%
| 53%
| 53%
| 59%
I 59%
] 61%

Lsa%

Parex banka

Es%

Norvik banka

Swedbank

0%

10%

20%

70%
74%

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 60%
Handelsbanken

Parex pank

Marfin pank

DnB NORD

Tallinna Aripank

Nordea

Krediidipank
Sampo pank
Swedbank

SEB pank

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

Higher figures represent better results

Copyright © 2008 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.



October 2008 Page 39

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 | 7%
Danske bankas 63%
Parex bankas 63%
Medicinos bankas I 75%
Nordea I 75%
Ukio bankas I 75%
SEB bankas I 75%
DnB NORD I 75%
Bankas SNORAS I 75%
Swedbank 75%
Siauliu bankas 88%
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 R I I e I I B
A single telephone number for information EO T B S (R S B A A S
A single email address for information + |+ |+ H |+ |+ ]+ +]+
Addresses of the branches provided in the bank’s public website +l |+ + |+ [+ +]+]+
Working hours of the branches provided in the bank’s public website o e N e o T I
Telephone numbers of the branches provided in the bank’s public website PO I S R ) B Y
Demo-user (try out) version provided B I I IR R VA S I
Full information about the price of IBS + |+ |+ [+ |+ |+ ]+ +]+
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Commentary

e Danske bank and Parex bank lags behind compared to other bank, since neither demo
version of IBS, nor phone numbers to branches are provided.

e None of the banks provide the possibility to open an account via the Internet.

e Although there are no fees charged for opening, maintaining or closing the IBS, banks do
not specify that; such information could be easily provided, for example, in fees section.

e In AB Siauliy bankas public website there is a possibility to test their e-banking system
with a demo account. However, when trying to make the action, the following message
appears and the demo account does not load.

m, Prasome palaukti. Vyksta Internet banko fkrovimas.

1Seiti

e Although Nordea provides a demo version of their IBS, it might be more convenient if the
user did not have to enter all the data (login, etc) himself.

Nordea ™ Netbank

| Lietwiskai | In English ‘

Log in

Please enter your user identifier. Continue by cli g OK.

Log in, step 1/2

sbr 1D e ]

c
|

How to use demo version

To use Netbank demo version please input: User ID: 111111 and code no 9999

This connection is encrypted with SSL technology. The lock on the browser's status bar shows that the connection is secured.
Click the lock to confirm that you are connected to Nordea.

Back to top +
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Latvian banks

Sign Up functionality in Latvian banks
AVERAGE 70%
Regionala Investidju banka 50%
SEB 63%
GE Money bank 63%
Komercbanka Baltikums 63%
SMP banka 63%
VEF banka 63%
Trasta komercbanka 63%
Nordea 63%
Latvijas Biznesa banka 63%
Swedbank 63%
Latvijas Krajbanka I 75%
Rietumu banka 75%
Privatbank 75%
Latvijas Tirdzniecibasbanka 75%
Danske banka 75%
Hipoteku banka 88%
Norvik banka 88%
Parex banka 88%
DnB Nord 88%
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 B = - -] - N B
A single telephone number for information R IR I S A R R IR S VAR B2 R R (R e S S
A single email address for information B e N L O R R 0 R " IR i AR e (R ) A

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

Working hours of the branches provided in the

bank’s public website S 1 R N ) N B R ) B
Iﬁéeggr?;’es gﬂg;ikéevrvseg;tt:e branches provided in clalal ol lalalalal o lalalal o lalalels
Demo-user (try out) version provided N O I S A I I e IR 0 I IR D R
Full information about the price of IBS Ro e I S VR (R SR S IR B IS (A INSTS I (AR IR (R
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Commentary

e Surprisingly many banks do not have demo version of the IBS.

e None of the banks offer a possibility to open an account over the internet.

e  Occasionaly pricing of bank services are reported incompletely, for example, information
that account closing is for free is not mentioned, although customers might want to know

It.

e The most explicit IBS demo version is provided by Nordea, which is also the hardest to
reach. To enter the IBS the customer has to read a demo login and password, which in
case of other banks is automatically filled in. In the demo version, not only bank balance is
provided, but also examples of deposit and loan agreements.

[ekszemes maksajums

Maksajums starp saviem
lontiem

\aldtas maksajums
iKanti

Kontu izraksti

Pakalpojumi Igauniia

Pakalpojumi Lietuvd

Laipni lOgti, RAITUMS ARNIS

Neizmantoto kodu skaits kodu karté: 15

Uzmanibu

rJauhl Zinojumi: 3 |
Neapstipringti maksdjumi: 2
Maks&jumi izpildei: 3

| Noraiditi maks3jumi: 2 o
Kontu saraksts MNeradit
Konta numurs vai Konta atlikums Pieejamais Rezervéts P&dé&jais
nosaukums atlikums darijums
mans konts LVL 15 000.00+ 15 000,00+ 0.00+ 17.01.2008
LV34NDEADOODD81521035 EUR 2 000.00+ 2 000,00+ 0.00+ 17.01.2008
LV15MNDEADOODO81456312 USD 21 500.00+ 21 500,00+ 0.00+ 17.01.2008
Uzkrajumi Neradit

| Noguldijuma konts Summa Procentu likme Beigu datums

! MMO710300046 EUR 31 598,19 4,15% 15.02.2008

| = LV1BNDEADODDO81234567 EUR 130 000,00 3,50%

! = LD0505600034 EUR & 000,00 0,50% 31.03.2008
Aizpémumi Neradit
Liguma numurs Atlikums Nakamais Kavétie Atmaksas

maksajums maksajumi datums
093208073555 EUR 59 321,00- 149,50+ 394,03+ 06.08.2007
01320824810 LvL 305 000,00- 3 200,00+ 0,00+ 30.12.2005

e Although Multibanka has an icon in their IBS Demo version it actually does not work.
When a user follows the link that is supposed to open it, he is transferred to the starting

page in English language. The same happens if a user tries to follow links “frequently
asked questions” and “help”

7 &

Pieteikumu veidlapas

Ligumi un notekumi

S "Multibanka”, Centralais ofiss, Eizabetes ila 57, Riga, LV-1772, Latviia

MULTIBANKA Redirect to v, multhanka. com latviski  nopyccs  engish

Informacija kiientiem

Pieslegums pie internetbankas .
- MultiNet
Cienfamie klienti. 2008 gads 21. jalja
n019:40 fidz 20:00 sistEma Baicigi nebls
piesjama. Internetbanka tiks atjaunota. . Esiet sveicinati Intemnet banka!

\\/ Lai iietu Intemet bankas sistéma, [Gdzu ierakstiet kienta numuru un parok.

Cienfarmie Klienti. 2008 gads 16. jlja _
n0L8:00 dz 18:10 sistemma aicigi nebus Lietotdjz kods
pieejama. Internetb anka tiks ataunota.
Atjaunejumi.. Parole

>B\ai\ uzdodamic sautziumi * Palidzba Piesizgtie

Kaluiatori Vali

Talrunis: LV +371 7019116 Call, Ly +371 70191,

itu konverters IBAN parbaude

15call E-pasts: info @multibanka. com
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e An interesting approach to communicate with clients, a way how to be reached by their
clients is thought of by Privatbank, where it is possible to submit questions trough chat.

+ Vakances K[astiet par Kientu un veiciet prskaitijumus latos Jaunie tarifi rékin apmakssi norgkinu orupd "L atoale” 15082008
+ ar internetbankas Privat Onine starpniecibu bez AS “PrivatBank” informé par hipotekaro kilu zimju procentu ikmém 16/08/2038
- maksas! -
Bl Aicingm uz banky erupes “PrivatBank” pirmo starptautiske konferenci
+ Tarifi kligntiem un partneriem 12/05 =3

K[ustiet par A2 “PrivatBank” kientu, atverot norgkinu .
kontu, un J0s sapemsiet komplekta A5 “PrivatBank” Kientu LR, nodalss darba
: orafiks 2008.qada 23.-24. {IniA 12/02/2008

PRIVAT ONLINE

® kontu "Pelnoiais )
N + Jaunumu srhivs
o maksdjumu karti VISA Electron
® pieslégumu internetbankai Privat Online:
o k@ arfunikdlu iespElu nosdtit maksajumus LETAS ZINAS
latos ar internstbankas Privat Online Bezdarbs i3 maif bilis 12 zemaksis Eiropas
starpnieciou bez maksas!” EiEE

EM un FI &7 gada izaugsmi proanozé 2%-3% limeni o

Eiropas mé ibas populdri kjist zvani internetd
= Lasit vairdk
+ Zigu arhivs

000 1515

UZTICIBAS TALRUNIS:

6728 1995

MAKSAJUMU SISTEMA NAUDAS PARVEDUMI

DIGIMONEY MONEYGRAM @
m;wm;mc:n

2411

online

Cat

First several attempts to reach Latvijas Biznesa Banksa IBS ended up with error message
that the page is not connectable. After about five minutes, trying again lead to successful
access to IBS. Furthermore, on the IBS login page there is a strange link, which is hard to
understand due to wrong grammatical formulation.

[ Pérskaitijumi  » trasieas
u Classic bank rublos
Modern values. 2 VL

LATVLIAS
BIZNESA BANKA

Ir iva a fivajiem klientiem Par banku

& laup

Internetbank info
Laipni lidzam LBB internetbanka!
nte rE(I:a_wka

chpbing Liidzu ievadiet lietot3ja kadu un paroli,

e
kods
Parole

piesiggties

Lidzu afauninasiet JSeript programmu

normalam |-Bank darbam

Noformét seifa iri Pasditit maksajuma karti Screen Saver Help

‘E@ / m mﬁ( ‘:J SKAISTI! g T

e  While the account at Latvijas Tirdznieclbas banka was already opened, and a successful
login taken place, the account section was for uncertain reasons inaccessible. As it later
turned out, a sign password has to be changed, before that can be accessed. However,
there was no information that this has to be done.

D aussin|

Jaunumi | Seansu Zumals

Informacija

PEotiais piesiEoums: 09 072008 11:41:23 - 09.07.2008 11:42:11

AktuEIi' @ Jaunumi

gadijumi zvaniet SiA FIRST DATA LATVIA tel. 67032555 (visu diennaki vai akciju sabiedriba "Latvijas tirdzniecibas banka"

Fler i ajumu Kartes vai
A 67043534 (darba dienas no 9:00 - 18:00). Zvanot uz SIA FIRST DATA LATVIA, Jums bis janosauc pilns kartes numurs un telefonparole.

03.07.2008 Cienijamie Klienti! Informéjam Jiis, ka 04/07/2008 ASV ir brivdiena, tadé| Saja diena maksajumi ASV dolaros fiks izpilditi ar valutacijas daturnu 07/072008.
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Estonian banks

Sign Up functionality in Estonian banks

AVERAGE 78%
DnB NORD 50%
Swedbank 63%
Tallinna Aripank 75%
Handelsbanken 75%
Marfin pank 75%
Nordea 88%
Sampo pank 88%
SEB pank 88%
Parex pank 88%
Krediidipank 88%

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 - - B
A single telephone number for information + |+ |+ |+ |+ +]+
A single email address for information + |+ |+ F |+ +]+
Addresses of the branches provided in the bank’s public website FU S B O (A T I A A S
Working hours of the branches provided in the bank's public website B o T T I
Telephone numbers of the branches provided in the bank’s public website O A I T I B R I S
Demo-user (try out) version provided R T D U i B
Full information about the price of IBS Lo T B O S B B R
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Commentary

e None of the banks provide an opportunity to open the account over the internet.

e Introductory videos by Swedbank are an interesting way of providing introduction to IBS.

o Krediidipank offers an opportunity to ask questions directly from the webpage without
asking much of detailed information about the customer.

mmn - e 4‘ v " -
g " ks
‘b LISTOMER

—J Krediidipank

PRIVATEICUSTOMER i CORRORA i PRIVATE BANKING : KREDIIDIPANK

Home Send us questi : k
ome > nd us guestion L-pan -

¥ Send us question P pp——

About you:

Name: | |

E-mail address: | |

Question or message:

=

e  For customer convenience short information numbers are provided by Nordea.

Nordea™

Cn Log in to Nordea Netbank | I+ E=sti kssles | b Do-pwcckn |°}E., Sitemap | &h Erint |

|®H0me | Frivate customers Corporate customers | About Nordea |

About Nordea » Home > About Nordea > Contacts
Contacts

Contacts

List of ATMz \

Private Customer Support  Business Customer Support 24 - hours card service

//

TALLINN

Ajakiriandusmaja office Mustamie Prisma sales point*
Parmu mnt 67 &, 10134 Tallinn Tammsaare tee 115, 12518 Tallinn
Tel: +372 6 309 000 Tel: =372 6 332 321

Fax: +372 6 305 001 Fax: +372 6 532 3432

Mon - Fri 5:00 - 18:00 Mon - Fri 10:00 - 20:00
Akadeemia office Pirita office

Akadeemiz tee 152, 12618, Tallinn Merivalja tee 22, Tallinn

Tel: +372 6 155 005 Tel: =372 6 064 432

Fax: +372 6 155 0132 Fax: +372 6 064 451

Mon - Fri 5:00 - 18:00 Mon - Fri 5:00 - 18.00
Haabersti Hyper Rimi sales point® Ravala office

Hazbersti 1, 13516 Tallinn, Rawvala pst. 4 10143 Tzllinn
Tel: +372 6 564 620 Tel: =372 6 283 564

Fax: +372 6 564 627 Fax: +372 6 400 235
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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

AVERAGE
Nordea
Swedbank
Medicinos bankas
SEB bankas

DnB NORD

Login functionality in Lithuanian banks

50%
50%
l 67%
67%
67%

78%

Siauliu bankas

Danske bankas 00%
Ukio bankas 00%
Parex bankas 00%
Bankas SNORAS 00%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
2 le 2
< [ O © I G
Qe = Cluldls
Z|8 |z <13 S ) = =
wlo|S|8|S|m|o|G <
clx|Z|8|S|le(<|8]|2]|=°
HEEHHEERHE
Sl8|5[a[2|2|&|H (2|3
IBS log in field on the first page of the bank website ++ [+ |+ |+ |+ [+ +]+
Clear error recovery messages, if incorrect data is entered + |+ Eo IR S A R R S
Help directions are given in the error messages + |+ - R
Help directions are given if you forget the password or log-in information + |+ - + | - +
User name can be seen on every page of the IBS + |+ |+ -+ + |+ |+ |+
Clear and always accessible log off button Lo I B O S B o R
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Commentary

e All banks provide access to IBS login page from the first page of their websites.

e Although error messages are clear for all banks tested, the level of details in the messages
differs significantly.

e An occasional problem for login section is failure to provide users with direct link to
section, where information on what to do, if the login name/password is forgotten, is
provided.

e The login into the IBS of Nordea bankas is especially plain and uninformative. Instead of
providing information related to login procedure, the fees for taking out money of ATMs
are given. Moreover, there is a peculiar link with a question-mark that, when clicked on,
opens a pop-up window with no information in it.

Nordea™ Internetiné bankininkysté

j Lietuviskai | In English |

Vartotojo prisijungimas
Iveskite kliento numer]

Vartotojo prisijungimas, 1/2

Kliento numeris: Prisijungti

Démesio!
© pinigu isemimo i$ bankomaty ikainiai £

O Prisijunkite prie ankstesnés Nordea internetinés bankininkvstés versiios

2 Nordea internetinés bankininkystés demonstracing versijia Bk

Sis prisijungimas yra apsaugotas pagal SSL technologija. Spynos piktograma narivklés lango apatiniame kairiajame kampe
parodo, kad rySys yra saugus. Paspauskite spynos piktograma ir sitikinkite, kad prisijungete prie Nordea banko.
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Latvian banks

Login functionality in Latvian banks

AVERAGE | 69%
Nordea ' 33%
Hipoteku banka I 50%
VEF banka I 50%

Trasta komercbanka I 50%
Privatbank | 50%
Latvijas Tirdzniecibasbanka I 50%
SEB I 67%
SMP banka I 67%
Regionala Investidju banka 67%
Latvijas Biznesa banka 67%
Swedbank I 67%
GE Money bank I 83%
Komercbanka Baltikums I 83%
Latvijas Krajbanka I 83%
Rietumu banka I 83%
DnB Nord I 83%
Danske banka I 83%
Norvik banka 00%
Parex banka 00%

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

Higher figures represent better results

Detailed testing results
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IBS Io_g in field on the first page of the bank o+ el e lal o lal ol o lalalolalclalslals
website
Clear error recovery messages, if incorrect data is clal ol ol s lalalaolalalsalalslalselalsls
entered
Help directions are given in the error messages S D S I IR R R A I R B B IR O B ) S
Help directions are given if you forget the A ) 0 T I s B O N B I
password or log-in information
User name can be seen on every page of the IBS S I I 0 IR e T B I B (O IR I (N I A
Clear and always accessible log off button S I N S B T I O N (R S e (R e B
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Commentary

® Although all banks provide error messages on unsuccessful logins, the details of these
messages vary significantly.

e Very rarely banks provide information on what to do, if IBS login information is forgotten.

e Tolog in the IBS of Rietumu banka, the user needs to install a digital certificate first.

Choose a digital cedificale K

— Identification

The website vou want to view reguests identification.
Flease choose a certificate,

Mame | Issuer
Martins Veiss RE Certificate Authority

Mare Info... | View Certificate... |

QK I Cancel |

e The first attempt to log in Nordea IBS is already a failure getting a notification that the
client number is blocked.

Nordea™ Internetbanka

Latviski | InEnglish | Me-pycckn wivw.nol

Lidzu, ievadiet klienta numuru un nosplediet pegu Apstiprinat

A Jasu klienta numurs ir blokéts

Klienta numurs: || Apstiprinat s-paraksts |

Svarigs drodibas inoj internetbank

Interneta aprité regulri par3das jauni surogatpasta vastulu uzbrukumi, kas aicina klientus atklt savu identifikdcijas informaciju.
O Lactt vairdk... B

Nordea Internetbankas DEMO versija
D =N

UZMANIBU!
1a s neesat sanémusi kodu karti, bet labprat saktu lietot jauno Nordea Internetbanku, IGdzu, apmek|gjiet tuvako Nordea filiali.
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e In the IBS of Latvijas Biznesa banka if the login has been unsuccessful an error message
appears that is supposed to be a link to help. Unfortunately the link seems not to be
working as nothing happens if the link is clicked.

Parskaitijumi  » trasieas
rublos

A
“ Classic bank.

LATVIAS Modern values. 2 VL
BIZNESA BANKA e
Intemetbanka Privatpersonam Korporativajiem klientiem Par banku

#_Uaup

Internetbank info

Laipni lidzam LBB internetbanka!

Izmantojot Internetbankas sistému,

jiis varat atri un &rti rikoties ar jisu

5 em naudas lidzekliem

biroja vai jebkuras
isa pasaulé, kur ir

pieslggums Interneta tiklam.

Lidzu ievadiet, paroli.

(] WEparals T55ine Un Barals?

«ombinaciia

Més garant&jam jums droéibu un Lietotaja
pilnigu konfidencialitati. kods

LOdzu atiauninasiet JScript programmu Parole

normalam I-Bank darbam. .
piesidgties

Screen Saver Pasiftit maks3juma karti Noformét seifa iri Help
§ L
-\ W - +
‘i DZER KAFLIU = e W | /
SKAISTI! —

e Although Trasta Komercbanka shows message that password and login is incorrect, it has
made a spelling mistake in Latvian. Instead of “paroles” word “parole” is used.

/0712008 102009 Pecon Ergish
 Intemetharka
“// TRASTNET

i y
Trast.Net info Lai pieslegros Trast,Net sistamai, [0dzu, ievadiet hetotdja kodu, pareli un testatslggu, /ﬂ’/j TRAST-NET K

21/07/2008 | Sistemas aprakets

Moody"s pieskir Trasta komercbankai
« Nepareiza logina un parole kombin

reitingu

Starptautisk reftingu adentlra "Moady’s
Investars Service” pirmoreiz piedrusi Trasta

komerchankai finansidlas stabilicates reitingu, > Lietotajakads I o

k3 arfictermiga depozia un istermina i

depoaita reitingus., > Parde a
¥ Testatslsga °

"Moody' s Investors Service’ piedkira Trasta
kamercbanka reftingus: E+ Bankas
finansialas stabiltates reitings (BFSR),

et dapackarotigs 2 Eteios
depozita reitings Nok-Frime. Visu reitingu

progrozs - "stabila’. Moody”s Znojuma ks

TKE stipris puses mingtas bankas augst

ventabiitste, aUsts kapitala pistiekamiba un

darbibas efektivitate.
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Estonian banks

Login functionality in Estonian banks

averace [T

Tallinna Aripank 67%
Handelsbanken 67%
Marfin pank 67%
DnB NORD 67%
Swedbank 67%

Sampo pank 83%

SEB pank 83%

Parex pank 83%

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 + |+ +l+ [+ ]+ ]+
Help directions are given in the error messages B R
Help directions are given if you forget the password or log-in information O I ) I R e e
User name can be seen on every page of the IBS Ea I B 2 I B B B B
Clear and always accessible log off button +l |+ |+ |+ +]+
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Commentary

e Banks tend not to show what to do, if login data is forgotten.

e Sampo bank considered as best performer of login category, as almost all expected things

were present.

e Swedbank provides a very easy sign in procedure.

Private | Business | About Hansabank

Netbank settings

USEFUL

News Permanent password

Og ln ‘UserID

Customer programme

Prices and rates

,! Hansa pank P | )
Swedbank Private Everyday Loan, leasing, Investment, Property and
client home banking credit card saving, pension life insurance
MY BANK EST | RUS | Print
Special offers
gk messanes b 1D card Mobile-1D Password card PIN calculator

Bank and
Calculators
Additional services New investment deposit until 3 July Shortcuts
SECURITY Grow your money by investing i in the rapidly growing economy of # Domestic payment
Russia. New Investment Deposit Hansa Russia 3 @ Account statement
Security Read e
: ead ® Summary statement
Privacy @ Special offers

ID-card

Donation Environment
New Investment Deposit
Please provide feedback

Our clients have donated over 60 000
kroons
= Approximately 500 people have donated for 14 projects that have been
@. available in our Donation Envirenment since the beginning of June.

Read

hanZa.net
Hanza.net
Telehansa.net
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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 | 77%
DnB NORD I 60%
Danske bankas I 70%
Parex bankas I 70%
Bankas SNORAS I 70%
Medicinos bankas I 80%
Nordea I 80%
Ukio bankas I 80%
Siauliu bankas I 80%

seg bankas [N oo

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

Higher figures represent better results

Detailed testing results

]
b4 ~
=8 5 « 8
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wlo |8 |E|lm|lall ©
clE|ZB|e(e|x|8(2|2
H A EHEEHEHEEE
Slalala|=|z|&|a|x[D
Accounts list page with all accounts +l+ |+ |+ + [+ |+ ]+ ]+
Customizing the accounts list page + -+ + |+ +]+]+]+
Date and time of the last transaction shown in the accounts list page - - B - B - e -
Direct link from the account to the list of transactions +l+ [+ |+ ]+ [+ +]|+]+
Sorting transactions by the required date EO A I e S A O B S
Printable version of the transactions history o e N e o T N I
Saving the list of transactions to file EO = B S (RS S B o (A S
Possibility to sort transactions by amount of money transferred B R R EE ) R T i e
Possibility to sort transactions by currency N B I T
Type of account is displayed on the accounts page |+ |+ |+ [+ |+ ]+ + ]+
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Commentary

e Huge variety of available formats for exporting transaction history.

e Banks tend to underestimate the need for users to sort the transaction history, only a few
banks have thought of several ways of providing this information.

e One of the good performers is considered SEB banka, which has a very straightforward
and easy use of account statements query. It is easy to choose which accounts to view,
print, or save into a file.

Saskaity israsai

Vietinis Imokos ir mokesiai Pervedimas | savo saskaitg Operacijy =aragas

Pasirinkite laikotarpj Pasirinkite lailkotamp] -
arba nustatykite laikotarpj nuc [2008-06-26 iki [2008-07-03 [ﬁ

Operacijos risis \isos operacios [w [ Rodyti saskatas, kuriose vyksta apyvara

Saskaity sarasas

Pagrinding
10,00 LTL
5 (202 EUR
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Latvian banks

Account information functionality in Latvian banks

AVERAGE ] 59%
VEF banka }| 0%
SEB 50%
Trasta komercbanka 50%
Regionala Investidju banka 50%
Nordea 50%
Danske banka 50%
Komercbanka Baltikums I 60%
Latvijas Krajbanka I 60%
Hipoteku banka I 60%
SMPbanka I 60%
Rietumu banka I 60%
Privatbank I 60%
Latvijas Tirdzniecibasbanka I 60%
DnB Nord I 60%
GE Money bank |70%
Parex banka I 70%
Latvijas Biznesa banka 70%
Norvik banka 90%
Swedbank 90%

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

Higher figures represent better results

Detailed testing results
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Date and time of the last transaction shown in the
accounts list page

Direct link from the account to the list of
transactions

Sorting transactions by the required date + |+ |+ |+ |+ |+ ]+ [+ ][+ [+ ]+ -] +]+
Printable version of the transactions history +l+ |+ |+ |+ ]+ ]+ F |+ -+ ]+ ]|+
Saving the list of transactions to file N ) T R T T e R R R R T R e R
Possibility to sort transactions by amountofmoney | | | .| | ol ool ool
transferred

Possibility to sort transactions by currency I R T I ) I R T I R e
Type of account is displayed on the accounts el s lal sl el ol ol ol el s lel sl sl sl 1.
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Commentary
e Almost all banks provide the possibility to print transaction history without selecting
manually what to print.
o

Dissapointinlgy plain IBS of VEF banka. There are no links and no other information how
to display account information. Most likely user has to create prescription letter, however
there still are not given information how to write the letter.

‘AIVARE GUNITA ,
GUNITA AIVARE
Darba laiks: 00:00-23:59

elektronisko dokumentu apgrozibas sistéma) Jauns dokuments : Véstule
JAUNS DOKUMENTS

Véstule Afzpildiet dokumenta laulcus un nospiediet kédu no pogam SAGLABATKA ...
DOKUMENTU MAPES

Paraksfisanai

Melneaksti Vastule [ %]
PARAMETRI

Humurs =

Adresats =
ZEJA

VEstules tema

Vastules teists

Testa atsléga
Testa atsizga

Parole dosumenty parskstisanal

SAGLABAT KA DOKUMENTU UZ APSTRADI SAGLABAT KA MELNRAKSTU

SAGLABAT KA SABLONU

Piezime: Foga UZ APSTRADI noved pie fifitéjss parsksilia dokuments nosii Sanss uz banku. Fogs SAGLABAT KA DOKUMENTY saglsb3 dokumenty faldksi spsiradei

None of the banks provide information of date and time of the last transaction in the
summary section.

While trying to obtain the list of transaction history in Latvijas Biznesa banka, an error

message was returned. After a while, a repeated attempt led to the transaction history
that was desired.

HTTP Status 500 -

BT Exception report

The server encountered an internal error (} that prevented f from fulfiling this request,

jexception)

java.lan legalArgunencExcep

gistry.java:509)

3)
olre (FRMEInvoker.java:g19)
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e Swedbank and GE Money bank provide best examples of sorting transaction history.

—
@. GE Money Bank Bankas laiks: 200
wy Do
Vietgjais laiks: 200
KONTI MAKSAJUMI NOGULDLIUMI KREDITI DOKUMENTI KONVERTACUA KATALOGI

Konta parskats

Visi konti

Slgg LVL LV32BATRODS1 445725100

konti

No (gggg/mmidd):

2008 v 07 v 02 v

Stavoklis

Lidz immidd): 2008 ~ 07 = 07
Konta parskats (gggg:

LABI| 1 ATCELT

Paligs B Nospiediet pogu «Labis, ja esat kaut ko mainijis §aja forma

menta FIDAVISTa

Pasts:
« Neizlasiti: 0

Klienta numurs: 467251

2vaniet mums 1878,
(+371)6-700-1878  konts: (v32BATRO0S

48725100
|zraksta periods: 2008/07/02 - 2008/07/07 Sagatavots: 2008/07
Valdta: LVL

Aflikums perioda sakuma

KONTU PARSKATS Honti, maksajumi, kartes > KONTU PARSKATS > Konta izraksts Drukat Palidziba
Kopsavilkums
Kont:
Konta bilance K t ] k t

- onta 1Zraksts

Vietgjie maksajumi

aksts

Starptautiskie maksajumi

SSRABADTTI01323 1122 NARTHE VESE | w
A ———— Konts [LV83HABADES101323113¢ MARTIE VESS 7]

Maksajumu vésture
Automatiska rékinu apmaksa AS HANSABANKA
Reguldrais maksdjums HABALV22

Periods: 21.07.2008 - 21.07.2006

Valitas maiga

lendko%ie starptautiskie
maksajumi

E-rékini 21.07.2008 9648 Sakuma atlikums LWL
KARTES 21.07.2008 96.48 Beigu atlikums LWL

Manas kartes
Norékinu kartes
Kreditkartes
Wértigo pirkumu programma
MOBILA BAHKA
Mobild banka
Priekiapmaksas kartes
VAP
E-PAKALPOJUMI
E-pakalpojumi
lepirkanas

e In the IBS of Rietumu banka in the history of transactions page there is a mistype of
“transactions” (saying “Tranzakcijas” instead of “Transakcijas”).

e =
no [11E] 3o =] [2008 =] =[x =] [T (= [200e =]

Diena | NedZla | Tekodais ménesis | leprickSiais ménesis
Krievu |
Apstiprinat
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Estonian banks

Account information functionality in Estonian banks

AVERAGE ! 72%
Handelsbanken I 50%
Marfin pank I 60%
Krediidipank | I 60%
Tallinna Aripank I 70%
Nordea I 70%
DnB NORD I 70%
Parex pank I 70%
Sampo pank I 80%
SEB pank 90%
Swedbank 00%

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

Higher figures represent better results

Detailed testing results

DnB Nord
Handelsbanken
Swedbank
Krediidipank
Marfin pank
Parex pank
Sampo pank
SEB Pank
Tallinna Aripank

Nordea

+
o
+
=
+
=
+
=
+
o

Accounts list page with all accounts

Customising the accounts list page B +

Date and time of the last transaction shown in the accounts list page R R IS I 2 IR I R
Direct link from the account to the list of transactions + ]+ |+ |+ [+ ]+ + |+
Sorting transactions by the required date EO S A e S S B S T
Printable version of the transactions history EO = B S (R S B A (A S
Saving the list of transactions to file + |+ |+ [+ |+ ||+ +]+
Possibility to sort transactions by amount of money transferred R T IR ) I e B B
Possibility to sort transactions by currency N T P O I B 2 B
Type of account is displayed on the accounts page Ea R T B IR i B R I
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Commentary

e  Most of the time user can hardly find out what kind of account he actually has.

e  Customized sorting of transaction history is not a frequent option within IBS.

o Krediidipank offers very good customation opportunities for transaction history.

M Krediidipank

[iogonE
Information
BalAneae
[Statements
Operations
THFabank
payment
DOmestt
payment
THternatonal
payment
pagments
from file

CUFFENCY.
conwersion

STatusion
orders

Services
DifECtantpeno:
dic payments

|BEpbEitE
JIGETE
[SrszEervice
[e==Ervices
[E=BilTE
[MezEages
Properties

Common
payments

Request of account statement

i-pank operator phone: | =-/ 669 0966 &

[714278600987654-EEK. SAM SAMPLE
[[14278600987851-EEK, SAM SAMPLE

Y period:

From 4 09 2000
o 1 02000

&y th calendsr
oday's transactions

‘esterday’s transactions
rom the beginning of this week
rom the beginning of this month
rom the beginning of last month
) Last month only

&y ansactions
ast operations
[Cexcl today's
ansactions after
the previous request

s L © Al transactions

Only transactions ordered through i-pank
Only deposit transactions

Only withdrawal transactions

Only non-declared international deposits

SIETEE = E)® On display

To the printer

Save tofile (In Telehansa format)

© Save to file (in previously defined format)

[C] Show charges as separate transactions
[] Wide format (more datafields)
Valjatrikiks nn. ametlik formaat (samane pangast antava pabenaljavittega)

Send request
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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 89%
Danske bankas
Bankas SNORAS
Swedbank
Nordea 87%
Parex bankas 87%
Medicinos bankas 93%
Ukio bankas 93%
DnB NORD 93%
s arics |
L
% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
n
2 g £ o
S |e o S g P I8
M HE B REEE
8|52 |2 (88|83
Local one-time transfers RN S [ R [ R R R R
International one-time transfers + |+ + |+ |+ [+ |+ |+ [+
Periodical (recurring) local transfers Ea T T I I O I I i
Periodical (recurring) international transfers P N L e e R T
Delayed (timed) local transfers FON T I I IS S I A IS S
Delayed (timed) international transfers o+ |+ [+ |+ [+
Local transfer template creation + |+ [+ [+ |+ |+ |+ [+ ]|+ ]+
International transfer template creation O T R I A A I e I
Calendar next to date fields AN [ [ R TR U [ (iR IR
All necessary fields for a local transfer are marked (i.e. with an asterisk *) N I ) I I B A R
All necessary fields for an international transfer are marked (i.e. with an asterisk *) N N R T I ) e
Suggested transaction serial number FUNN i I R o 0 T (i i
Both a point and a comma accepted as a decimal separator N S R I e e e
Possibility to order an SMS/email notification when transaction has been completed EE ) I I I ) I I I
Carrying out currency operations + |+ [+ [+ |+ |+ [+ [+ |+ |+
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Commentary

e  Only half of the banks mark the necessary-to-enter fields when making transfers.

e Several banks still don’t have a feature to notify their customers via SMS/e-mail when
there is a cash inflow/outflow into/from their account.

e All the banks accept both comma and point as a decimal separator. Usually automatic
exchange from comma to dot is an integral part of the transaction making process.

e In UAB Medicinos bankas internet banking system, when trying to use the function of
notification e-mails, the pull-down menu is shown inappropriately: it is possible to read
only the beginning of the line.

|spéjimas
Ispgjimo siuntimo badas 1 pasu | Ispejime siuntimo adresas »
Stebima saskaita |LTEErzsuuuuuwzrwsma LTL v| Siuntime salyga likutis virdija -
Suma > Itraukti saskaitos informaciia L
tis mazZesnis uZ
T s = » | saskatta jplaukia suma
i sagkaita jplaukia suma

i& saskaites nuradoma s
§ saskatus nurasom 5

© 2000-2006 UAB Medicinos bankas. Visos teisés saugomos.

e In the IBS of Nordea, there are a lot of buttons, which are supposed to provide customer
with some help. Unfortunately, the pop-up window that appears after clicking on them is
blank.

Vietinis mokéjimas

¥ Pazymeéti laukai yra privalomi

18 saskaitos: ‘LT272140030001377725 (9,394 LTL) V‘

Mokétojas: RAPOLAS MIMDAUGAS

Gavéju registras: Pasirinkti... | ¥
Gavéjo trumpas [J18saugoti gaveja

pavadinimas:

Gavéjo sgskaita: *

Gavéjas: *

Asmens/Imonés kodas:

suma: *
Valiuta:
Data: *102.07.2008 I:l (dd.mm.yyyy)

Mokejimo detalés:

Mokétojo kodas:
Imokos kodas:

Mokejimo numeris:

Mokéjimo tipas: Paprastas |v

[t |
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Latvian banks
Transactions functionality in Latvian banks
AVERAGE | 70%
VEF banka | 27%
Danske banka I 40%
Rietumu banka I 47%
Komercbanka Baltikums I 60%
SMP banka I 67%
Trasta komercbanka I 67%
Regionala Investidju banka I 67%
Privatbank I 67%
Latvijas Tirdzniecibasbanka I 67%
GE Money bank I 73%
Latvijas Krajbanka I 73%
Swedbank I 73%
SEB I 80%
Latvijas Biznesa banka I 80%
DnB Nord I 80%
Parex banka I 87%
Nordea 87%
Hipoteku banka 93%
Norvik banka 93%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
Higher figures represent better results
Detailed testing results
2 2
c c
£l 8 3
S| x %] S
'A_é c © = A‘ZB
2ol g|2 g c
™ o | Q| x|'C L] o
< gl®elzlsg| 2 3| s S
Y, = cle|c|a| N © | & =
c c| S| ™| O x| & = | © ©
© x| |[N|8S]. = cCl¥|x|w| < ClE|
o|lB ||| s|laln|¥]|F o | S| Cc|= = | 6| x
olo|S|8|2|C|lvulalw|lec[2|8|5|'T|2 s <<
vlzZz|o|(2|¢|g|o| o || 2|l S5| € ol o| ®
v S |T =|l=|=|o|=| X% = s S| a
Slels|s2l5(zlz|2lsl8lgl2l®Elalsl8|n
Sla|lo|ad|T|2|S|8|Slz(z|&|s|e|=|d|a|e]|S
Local one-time transfers Bl T R N ) B O B B B
International one-time transfers S P R B I R R R O +
Periodical (recurring) local transfers B I S B R e + |+ |+ - +
Periodical (recurring) international transfers SO B I R R B R IR . B R R i I (O 0 I B
Delayed (timed) local transfers S S B S e T N N I S N e I 2
Delayed (timed) international transfers S P B N e R N N I N 2
Local transfer template creation S 0 B I N N N I N I (O N e
International transfer template creation B S S I R S N B S e R O B O B 2
Calendar next to date fields SO R N e R o I R I B IR e T e I B B B
All necessary fields for a local transferare marked | | | L | o | ol ol ol el 1 ol [ a] . | =] +] &1
(i.e. with an asterisk *)
All necessary fields for an international transfer S P U (R e U IO (O R VU IR R B (Y IR R
are marked (i.e. with an asterisk *)
Suggested transaction serial number Ll P N T R I e IR R I B I e IR R B
Both a point and a comma accepted asadecimal | | | L f o Ll o C el ol el el o oo L]
separator
Possibility to order an SMS/email notification J 1 (U [N (U IR ) A (Y I A
when transaction has been completed
Carrying out currency operations Ll IR I e e e o o I
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Commentary

Banks tend not to show calendars next to date fields. Usually the calendar is available only
in transfer and for choosing lenght of transaction history.

Banks rarely provide sms notifications of actually completed transactions.

Surprisingly, not all banks accept comma and point as the decimal separator.

In the case of GE Money bank transfer section creates many questions about entry of
transfer number, date of operation, currency possibilities, decimal separators etc. It is very
likely that user will have to entry data several times before system will accept this form.

% GE Money Bank

Dzn<z

3
HONTI MAKSAI UM NOGULDLUHI KReCT DOKUMENTI KOMVERTAC JA KATALOGH
Waksajumas: Registracias dafums PR .
e (g9agimmidd)
g Koals: VL L/3IBETR005 1245725100 Pejaniais allikums .00 LV
Kaminiliz Semina
Bankas latvarcs
o e e e e Spp@mi]a dali
. sanamas:
5 » HO RATALOGA

olna Sapemesa banka:

Reg ilarie

Banxas Kods ! Bankas Nosaukums un acrese:

e FIDSVISta

sapemei konts

Sansméia valsts kods:

sagemeis 'KLUK nodoidu

[ =ievcnstcancrelu kaaeaam

sods:

Starpbanka

Bankas kods | Bankas nosaukums:

EY TR TOTY

; WaKSaAUMa mergis
E Zuoniet wums 1378,

371 e-700-1878

Puse, kas maxsd par mak=djume uzdevumu

vaimzs -

& Sallic Technlogy Group v 244

An interesting approach of how to show which fields require mandatory filling is shown
by Privatbank that has added red vertical line to the respective sections. However, at first
a user has to understand what those red lines mean, since it is not written anywhere that
those are mandatory required fields.

SANEMEJA ADRESE

SANEMEJA KONTA NUMURS {IBAN)

£meéja bankas dati:

| sanEmEJA BANKA
TIUMA DETALAS

AREJA MAKSAJUMA KODS
Parskaitijuma parametri:

PARSKAITIIUMA TIPS

INFORMACILJA BANKAS DARBINIEKIEM

[Latvia-Lv =l
\
\
I [
B
=
I [ |
B
|
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e A good practice from Swedbank is regarding the currency exchange operations. They
have created a separate section, making it very easy to by or sell the currency user might
be interested in.

MANS PORTFELIS Uzkrajumi, pensijas, ieguldjumi> VALITAS MAINA > Valitas maina Drukat Palidziba
Mans portfelis :

Mans riska profils
Jauns vErtspapiru konts T s

Konta izraksts Valutas ma.”:]a
Zinas

Analize

HOGULDLJUMI
Mani noguldijumi Pieejamais atlikums gg 4z )y =
Termindepozits

Dinamiskais depazits

KﬂntslLVGEHABADEEWMEEN‘\B: I-|.E~R—IN§ VEISS ;I

VElos nopirktl

Krajkonts

JLvi (1.00000) ]

Vélos pardot|

Aprekinat

PENSIIAS

Pensiju 2. imenis
Pensiju 3. imenis
Pensiju planu rezultati

Fondu saraksts
. R = Nosdtit zinojumy | vaituvakajd Hansabankas filialé
Fondu pirksana, pardosana

[LviL 100000y [=]

Es vélos konvertét noradito summu

FONDI Saskana ar Jisu konta noteikumiem, tikai atjautds valitas tiks turétas uz konta. \isas paréjas valitas tiks konvertétas pamatvalita tekoas
dienas beigas. Jisu konta notekumus Jis varat maini nositot atbilstoSy pisteiumy (izmantojot izvéni Sakumiapa > Bankas zinojumi

Fondu maina

Automatiskais ieguldijums

Cenu vésture

Konta valitas: LVL, AUD, CAD, CHF, CZK, DK, EEK, EUR, GBP, HUF, JPY, LTL, NOK, PLN, RUB, SEK, SKK, USD

While following a link in the IBS of Privatbank the user is kicked out as if he would not

have logged in; furthermore, although, the language is set to Latvian, header of the IBS

site is in English

BANK OPERATIONS

BANK MESSAGES. ACCOUNTS
e — —_—

PrivatBank

Privat Oniine info

n IEEJA SISTEMA

03, July 2002 Laipni lidzam internetbanka Privat Onine
Lai piesiégtos Privat Onine sistéma, iidzu, ievadiet fetotgja kodu un paroi:
Cienfarie Kienti

Pigvériam Jisu
uzmaniou, ka 04,3iis
sty diena ASW.
£aja diend visas ASV

LOGIN NAME
LOGIN PASSWORD

valsts un
komerciesiades _ bls
slégtas Tapic
uzdevumi arzjiem

parskatiumiem  ASV
dolaros ks piegemti
izpidei fdz pl.

18. June 2008
Cienjamie Kienti
Pievériam Jusu

uzmaniou, ka sakara
ar Ligo svétkiem 23.un

INFORMATION
o ——

5]
5]

e In order to transfer some money from Latvijas Biznesa Banka account a test key program
has to be used that has to be installed before the actual money transfer can take place.
And provided program isn’t compatible with Windows Vista.

TestKey Setup 2.2 06

g,#’ TestKey Setup 2.2.06

Laipni l0dzam programmas Testkey 2.0 instalacija. Lidzam izpildiet
nepieciefamos uzstadijumus un nospiest taustinu "Uzstadit”

—1. Lidzu izvelaties direktoriju programmas uzstadiZanai:

|C:"xl‘u’lartinsh'xLaptnp documents\Wetasite\LBEBY

- Programmas taustinayvieta:
I darka galds

v pogas "Start” izvElng

—

X Atteikties | |

o Uzstadit I
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Estonian banks

Transactions functionality in Estonian banks

67%

AVERAGE

Tallinna Aripank

Handelsbanken 67%

67%
67%
67%

DnB NORD 80%

Marfin pank
Parex pank

Krediidipank

Sampo pank 80%

Nordea 87%

Swedbank 87%

SEB pank 93%
-,

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

Higher figures represent better results

Detailed testing results

S <

9 ©

= ~ | v ~ o

S|lv|s|< x |s =

2lels|a|8 sl8]|x|<

Slg|8|5|c|8|2|o|c|8

© | T 5 = | < o | a c

2 K g 0|5 |5 CIE |m|=

alz|alz|=|z[8]|& |42

Local one-time transfers + |+ |+ |+ |+ |+ ]+ |+
International one-time transfers EO S B S (R S B o A S

+
=
+
-
+
=
+
+
+
-

Periodical (recurring) local transfers

Periodical (recurring) international transfers N R 1 I ) R I

Delayed (timed) local transfers

+
=
+
-
+
=
+
"
+
=

+
o
+
o
+
-
+
+
+
o

Delayed (timed) international transfers

+
=
+
-
+
=
+
+
+
-

Local transfer template creation

+
=
+
-
+
=
+
+
+
-

International transfer template creation

Calendar next to date fields + -+ -] -+ -
All necessary fields for a local transfer are marked (i.e. with an asterisk *) Lo I e B 2 I e I
All necessary fields for an international transfer are marked (i.e. with an asterisk *) L N ) I 2 R (R I
Suggested transaction serial number R o T o e B B A
Both a point and a comma accepted as a decimal separator B T S R R T S B
Possibility to order an SMS/email notification when transaction has been completed O (R T I IR () I 2 R
Carrying out currency operations [+ |+ |+ [+ ][+ ]+ + ]+
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Commentary

e Although reference number or payment details are demanded, it is not mentioned
anywhere.

e  SMS notification seems to be a new area that has only started to develop.
e  Most banks tend to allow both point and comma as the deciamal separator.

e In Parex pank IBS, although the language is set to estonian, an error appears in russian.

PAREX! INTERNCTIPANK =)

ZIUGEON KRIETI

Eska kisimus

ENEECTT - T

Uus makse | Msksssishugy | MESrstud msksed | |mpordi | Otsi

(1]
Dokounaendl nr: | Hinnawir]
‘Valuutakursid
mpdev: Ll - 2008 o ="
MAKS1A
Makcse WP TAVAIINE
Maksja konte:  amyEl DUSKONTO EEX EESS1200001218375199000 .,
Sumnma: g EEK - Eesil knoon -
SARIA

Saapa kante: [ 1027210351

Saaga mmt: el Augor

MEErak= “Hakssbilans tehingukoosd® j8 "Sasjs rilk®, kol makss =) gle teostatud B=stl knoanides

S3ap ik gE -EESTI -

Maksabllans] tehingukood: !

=)

Wilbenumbsar:

Saigitus: A
=

onEHe GhiTe 2anonkeso none “Howep cobinim™ wnm ~letanm nnaresa™.
= il oo talti ol = aul—-ir-: 1

THit=s viija “Inf pangal=", Too=TE
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12.5 Payment options

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

specifics.

Lithuanian banks

AVERAGE
Nordea
Medicinos bankas
DnB NORD
Siauliu bankas
Danske bankas
Ukio bankas
SEB bankas
Parex bankas
Bankas SNORAS
Swedbank

Payment options functionality in Lithuanian banks

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

70%

80%

90%

100%

Detailed testing results

Higher figures represent better results

G

218 £ 5

o % 31828

Z|8|z|g|8 S8 3|

wlo|S|8[E|m|o|§ <

c|lx|Z|[8|S|le|<[8]|=2|=L

HE B EEHEHE

S|18|58&|2|2|&8|B|E(3
Possibility to pay for water + |+ |+ [+ s+ |+ |+
Possibility to pay for electricity + [+ + [+ |- + |+ |+
Possibility to pay for heating EO I I S O R I S I
Possibility to pay for mobile telephone (3 largest providers) S R e e N
Possibility to pay for the Internet (at least 3 providers in capital) FON T I I S S I I I S
Possibility to pay for cable television (at least 1 cable TV provider in capital) e e e e
Possibility to transfer money to a pre-paid mobile phone number account (3 largest e . .
providers)
Direct debit payments are available + [+ |- |+ -+ [+ +
Filling a direct debit payment application form online 4+ - [+ S+ |+ +
A printable direct debit payment application form is available online + |+ |- |+ A N
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Commentary

e Almost all banks have a possibility to pay for water, electricity, heating, largest mobile
telephone, cable television and internet providers.

e  Surprisingly, there is no possibility to make a direct payment through IBS if a customer
wants to transfer money to pre-paid mobile phone number account (even though such
payment is usually available when going through a website of a pre-paid card, which later
redirects to the IBS).

e The majority of banks provide an option to make an agreement of direct debit. The
number of direct debit receivers differs substantially in different e-banking systems.

e Many of the banks in their e-banking systems did not have the list of e-shops in which it is
possible to pay with an IBS. Swedbank, for example, integrates such a list into its internet
banking system.

hanZa.net Studra | Beif |

Bankas Investuotojas Hansa pensija Draudimas E.paslaugos Mobilus bankas Mano pasirinkimai
EVyriausybé E.prekyba E.saskaitos

E.paslaugos = E.prekyba spausdinti

Pirkite internete, atsiskaitykite hanza.net!

MNaudodamiesi hanza.net, uz pirkinius internete mokésite saugiai ir greitai. Spauskite ties logotipu ir pateksite
i pasirinkty interneto parduotuve. 15sirinke pageidaujama pirkin, jj apmokésite hanza.net - tereikés jvesti savo
naudotojo 1D, slaptaZodZius ir patvittinti mokéjima.

Interneto parduotuvéms: kaip prisijungti

Susisiekite su mumis

MAMNO TEOQ - tai savitarnos svetaing TEQ klientams. Joje galima savarankiskai
pasirinkti telekomunikacijuy, IT ir TV paslaugas, jas valdyti ir uZ jas mokeéti, gauti
m tikslig ir naudinga informacija apie bendrovés teikiamas paslaugas bei
teo specialius pasidlymus.

OMMITEL EXTRA — tai iSankstinio mokéjimo mobiliojo rySio paslauga. Dabar taip
paprasta ir ypac patogu papildyti OMMITEL EXTRA saskaita bet kuriuo metu
tiesiog internetu! Papildymas internetu - tai saugus, patogus ir greitas OMMITEL
EXTRA papildymo bddas. Internetu JOs galite papildyti tiek savo, tiek drauguy,
artimujuy OMMNITEL EXTRA abonenty saskaitas.

Naudojatés EXTRA, gaunate EKSTRA

EFYS— mobiliojo rySio kortele, kuri badosi pigiais pokalbiais ir SMS.
EZI0 saskaitg dabar galite didinti ir internete.
EZYS — pigus kaip velnias.

Pigus kaip velnias
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Latvian banks

Payment options functionality in Latvian banks

AVERAGE l 29%
Komercbanka Baltikums f{ 0%
VEF banka || 0%
Trasta komercbanka || 0%
Rietumu banka || 0%
Regionala Investidju banka || 0%
Nordea || 0%
Latvijas Tirdzniecibasbanka [| 0%

Danske banka || 0%

Privatbank I 20%

Latvijas Krajbanka 30%
Hipoteku banka 30%
SMP banka 30%
Latvijas Biznesa banka 30%
DnB Nord I 50%
GE Money bank l 60%
Norvik banka 60%
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Swedbank
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Higher figures represent better results

Detailed testing results
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Possibility to pay for water B N i N - -+ - B S
Possibility to pay for electricity B I R I IR e IR B I B S B IR R R O
Possibility to pay for heating EE R N i IR e IR S I e IR B IR R R
Possibility to pay for mobile telephone (3 largest e s ) 0 BN (U O I R Y I
providers)
Possibility to pay for the Internet (at least 3 [ 0 P IR (U N U N ) N N
providers in capital)
Possibility to pay fpr cab!e television (at least 1 R P R (O N U I PR O U ) O I
cable TV provider in capital)
Possibility to transfer money to a pre-paid mobile J P P U N N e A A R O I
phone number account (3 largest providers)
Direct debit payments are available R I T I I S I R S 0 IR R (R B I
Filling a direct debit payment application form [ 0 PR iU U (U U O A ) N A
online
A printable direct debit payment application form 00 TP R N I R i Y A O R I
is available online
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Commentary

e None of the banks allow customers to pay for heating, only rarely (Parex and SMP banka)
allows to pay for water in Riga.

e A very convenient way of finding the service which shall be paid is provided by Swedbank,
where the companies available for pre defined payments are sorted according to their

services.
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Valsts nodevas:

e In the list of Latvijas Biznesa Banka there is an option to choose “null”, which leads to
predefined payment of Tele2.
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Estonian banks

Payment options functionality in Estonian banks

Tallinna Aripank || 0%
Handelsbanken || 0%
Marfin pank || 0%
DnB NORD 0%

Parex pank || 0%

Nordea

Krediidipank

Sampo pank 00%

SEB pank 00%

Swedbank 00%
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Higher figures represent better results

Detailed testing results
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Possibility to pay for water I (i + |+ -
Possibility to pay for electricity O R T I O R A

Possibility to pay for heating R R N I IR S R R IR

Possibility to pay for mobile telephone (3 largest providers) R N I I S (R R IR

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

Possibility to pay for cable television (at least 1 cable TV provider in capital) B R e I I ™ I R

Possibility to transfer money to a pre-paid mobile phone number account (3 largest I T I R R A I

providers)

Direct debit payments are available O R T I O I T B

Filling a direct debit payment application form online O BT I R 2 I T A

A printable direct debit payment application form is available online R I e D I B 2 B
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Commentary

e In Estonia most of utilities payments are done using e-bills system (arved.ee), which offers
better usability than payment templates used in Latvia or Lithuania. E-bills are supported
by Swedbank, SEB, Nordea, Sampo, Krediidipank.

e Swedbank, SEB, Nordea, Sampo, Krediidipank also provide possibility to make payments
for utilities automaticly by using direct debit.

e In Estonia banks are clearly divided into two groups. One group (Swedbank, SEB, Nordea,
Sampo, Krediidipank) that provides almost all payment options functionality and second
group (Parex, DnB Nord, Marfin, Handelsbanken, Aripank) that doesn’t offer any
additional functionality besides making a simple transfer.
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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 in Lithuanian banks

AVERAGE
Nordea 63%
Medicinos bankas
Ukio bankas
Siauliu bankas
Parex bankas
DnB NORD
Bankas SNORAS

Swedbank

Danske bankas

SEB bankas
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75%

75%
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88%
88%

Higher figures represent better results

Detailed testing results
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Deposits in local currency PO T I I S S I A IS S
Deposits in EUR + |+ ol |+ |+ ++ 1+
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Interest calculator within the IBS O R I I I IR (T R
Interest rate information is provided S R e e N
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Information on accrued interest is present + e+ |+ - - ]-1+ - |+
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Commentary

e Itis possible to make deposits in LTL, USD and EUR in all of the banks. Some banks have an
option to make a deposit in GBP as well. The banks always provide explicit information

about the interest paid for the deposits.

e In some banks it is possible to withdraw the deposit directly from IBS; however, it is quite
common, that one has to send a message through IBS or contact the bank in some other

way to withdraw their deposit.

e Danske Bank has a calculator which is twofold: it is possible to calculate either the interest
that one will receive or how much time is needed to accumulate the wanted amount of

money.

W ¥ erivatiems kientams » Indeliai » Irankiai ir skai€iuoklés
Irankiai ir ska

+ HKiek paldkany sukaupia skirtingos indeliy ragvs?

Terminuotieji indéliai & Kiek laiko truks sutaupyti norima suma?

Kaupiamieji indéliai
Atvirieji indéliai

Likvidis terminuotieji
indéliai

+  Irankiaiir skaiciuoklés

Kiek palokany sukaupia
skirtingos indeliy ragys?

Kisk laiko truks sutsupyti
norima suma?

Indéliy ir jsipareigojiny
investuotojams
draudimas

[Paieika [ 1esketi |

B8 .AA
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Latvian banks

Deposits functionality in Latvian banks

AVERAGE | 60%

Latvijas Tirdzniecibasbanka 13%

Danske banka 13%

Komercbanka Baltikums 25%
GE Money bank I 38%
Parex banka I 38%
VEF banka I 38%
Regionala Investidju banka I 50%
Nordea I 50%
Latvijas Krajbanka I 63%
DnB Nord | 63%
SEB | 75%
Norvik banka I 75%
Trasta komercbanka I 75%
Rietumu banka I 75%
Privatbank l 75%
Hipoteku banka 88%
Latvijas Biznesa banka 88%
SMPbanka 00%
Swedbank 00%
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Higher figures represent better results

Detailed testing results
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Deposits in local currency O O B S B T E I R B S S S IR (Ra
Deposits in EUR B O I T O e + | - -+ + |+ + ]|+ +
Deposits in USD B I I N I () B (i BN B (RTR R R A IR e
Interest calculator within the IBS N R I e S I (S (R (R (A I IR I I I I R
Interest rate information is provided RN R R D T U iR (AR (RN RN AR IR DT R Y
Interest calculator on the bank’s public website IR = R 0 IR (e RO i (R I IR (2 IO R
Possibility to withdraw the deposit directly from IBS| - [ = | - |+ [+ | = |+ [ - | - [ = [+ -|-|-|*+[-|+|-]-
Information on accrued interest is present 0 B I R R T O IR (R S T SN I I (R IS B (e
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Commentary

e SMP banka fulfilled all deposit criteria. The clients of SMP banka do not have to visit bank
at all in order to make a deposit. All information including interest calculations and
accrued interest is available in Multinet. Deposit types, interests and terms are put in
interactive table. Client can choose most appropriate deposit and click on it. System
automatically will open online deposit blank.

' PamatP3i .;kait'gnmi Depozitu likmes

IekSbankas parskaitiums o _ -
Parskaifiums latos VIENKARSAIS NOGULDIJUMS AR PROCENTU IZMAKSU PERIODA BEIGAS

———— I I I S - - I
100

Parskaifiums KF rublos ER 4.2% 7% 5.0% 5.6% 5.7%
Konvertadia e 100 7.0% 7.9% 8.3% 8.6% 7.5%
Skaidras naudas izmzksas pieteiums
Deports usD 100 3.0% +0% 5.3% 5.9% 5.2%
Maudas iznemSanai no kidkonta VIENKARSAIS NOGULDTIUMS AR PROCENTU IZMAKSU IK MENEST
—— S S O S S S S R
Telekomunkddias ELR 100 5% 48% 5.4% 5.5%
Einansu m 100 7.2% 3.0% 7.0%
Apsardzes usD 100 3.8% 5.1% 5.7% 5.0%
Mdbu & estades o o B e
Komunslie MERKA NOGULDTIUMS
 Parskaitijumi ER 5 3.5% 40% 4.5% 4.8% 5.0%
Jaurie e 25 5.0% 6.0% 6.5% 6.6% 6.7%
m BIZNESA NOGULDIIUMS 2-8 DIENAM
Mosiitie -
Imlite I . I N I A R R
arhivs ER 100000 2.3%
Dzistie [ 50000 2.5%
 parskaitijumu parauai usD 100000 1.5%

BIZNESA NOGULDIIUMS 9-15 DIENAM

orades I S S O A I R

» Uzstadit norades ELR 100000 2.5%
A 50000 3.0%
usD 100000 18%

BIZNESA NOGULDIIUMS 16-22 DIENAM
T S S S S SR R
ER 100000 3.2%
[ 50000 3.3%

e Few banks offer the possibility to withdraw the deposit directly from the IBS.

e Although Parex bank provides different calculators deposit interest calculator is not one of
them. Furthermore, the servicing person answering the call was not sure and confident
about answers she gave.

Parex Group websites  [lns nepesugentos Mo-pyccxn
% Parbanku  Medijutelpa  M8s atbalstim  Karjera  Kontaktinform3cija Parex internetbanka @

domg + - - - . .

— Privatpersonam  Uznemumiem B0roiba Dera versie

Hipotekara kredia kalkulators ~ Sakumiapa / Kakulatori
Autolizings fikménesa maksas )
apralanam) Kalkulatori
Patérina kredita kalkulators Lai Parex bankas Klienti varétu precizak planot finangu darjumus,

Valutas kalkulators
Hipotekara kredita kalkulators

g 5a maksas
Maxi konta kalkulators Pat&rina preéu lizings (ikménesa maksajuma grafiks)
Uzkrajums+ kalkulators Valitas kalkulators

Pensiju kalkulators
WMaxi konta kalkulators
Uzkrajums+ kalkulators

Pensiu kalkulators
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Estonian banks

Deposits functionality in Estonian banks

averace [T
Handelsbanken _ 25%
Tallinna Aripank 63%
Nordea 63%
DnB NORD 63%
Parex pank 63%
Marfin pank 75%
SEB pank 75%
Sampo pank 88%
Swedbank 00%
Krediidipank 00%

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

Higher figures represent better results

Detailed testing results
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Deposits in local currency o+ e+ [+ ++]+]+
Deposits in EUR P IR iy PR R N Vi T
Deposits in USD PN D R (i T R I e T
Interest calculator within the IBS R I - B I I ) (R
Interest rate information is provided EE R B S (A S B A A S
Interest calculator on the bank’s public website BN I 0 I I B 2 [
Possibility to withdraw the deposit directly from IBS Ea I N 2 IR B R R IS I
Information on accrued interest is present S I 0 IS I (R S R S
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Commentary

e  Generally almost all of the banks provide the client with the opportunity to open deposits
in foreign currencies and it can be done over the Internet

e  Most banks do not show the accrued interest in the IBS; however, it can be found over

the phone or in the branch.

e Very few banks have interest calculators in the IBS.

e A good example of an interest calculator is provided by Swedbank, it is possible to choose

deposit type, amount and term.

Deposit calculator

Deposit type* Term deposit (monthly interest payments) -

Term deposit (monthly interest payments s
Term deposit (single payment at the end of period)
Deposit period® Savings deposit

Initial amount*

Calculste 4

Deposit interest rate
Deposit interest sum
Total income

Grand total

Results are approximate and may differ from conditions offered to you

make whery depositing money,

depending pn the type, amount and

term of the deposit

asterisk denotes mandatory
fields.
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12.7 Loans

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

Lithuanian banks

Loans functionality in Lithuanian banks

AVERAGE | 68%
Medicinos bankas I 38%
Ukio bankas I 44%
Parex bankas I 50%

Danske bankas 75%
SEB bankas | 75%
DnB NORD 75%
Swedbank 75%

Nordea 81%
81%

81%

Siauliu bankas

Bankas SNORAS
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Higher figures represent better results

Detailed testing results
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A printable consumer loan application form + [+ |+ |+ + |+ [+ |+ |+
Filling a consumer loan application form online + |+ P e
Taking out a consumer loan via the Internet Banking System o R IS I I I (2 (R
Consumer loan interest calculator within the Internet Banking System B R O R
Consumer loan interest information is provided + e+ - -+ -]+ |+
Consumer loan interest calculator on the public website O O e R
Information about consumer loan conditions PO I IS S A A I T I
Information about documents required to take out a consumer loan + |+ |+ [+ |+ |+ [+
A printable mortgage application form R I I S S S IR I S
Filling a mortgage application form online o+ |-+ - [+ -]+
Taking out a mortgage via the Internet Banking System R O e S S B (R R
Mortgage loan interest calculator within the Internet Banking System B R
Mortgage interest information is provided Fo I O ) I T e
Mortgage interest calculator on the public website EU IS IR () I A I ) R
Information about mortgage conditions +l+ [+ [+ |+ [+ ]+
Information about documents required to take out a mortgage AN I [ R TR U [ (iR iR
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Commentary

e Application form for loans can be always found in the public website.

e Mostly the interest rates are not available, because they are reached by individual
agreements; however, while trying to obtain some information on loans a user cannot get

any idea of what it might be.

e The information on loans usually is not incorporated in the IBS.

e  Only half of the banks allow clients to take out a consumer loan trough the IBS, only two

to take mortgage.

e The procedure of taking a mortgage loan trough the IBS of Swedbank is very clear. Firstly,
there is a list of steps that you have to take in order to submit the application. A customer
can easily switch from one step to another. Secondly, there is a link to the public website

where more thorough information is provided.

Mano paraiskos
Biisto paskola
Paskola u7 uistata
Autolizingas
Asmeniné paskola
Kredito limitas

Mokéjimo kortelé
EGO

Hansabankas/Maxima
kreditiné kortelé

Kreditinés kortelés
Debetinés kortelés

Jaunimo programa
ZO0M

hanZa.net

Investuotoja

Pradinis puslapis

07 B Hansabankas..

Struktora | Leiti[J |

Mobilus bankas

Hansa pensija Mano pasirinkimai

Zinutés

Informaciia Mokéjimai Paraitkos

Bankas > Paraitkos > Blsto paskola

Asmeniniai Yo
duomenys Pajamos

ParaiSka

Uzstatas Siuntimas

Bisto finansavimo sistema _Hansa namai® — tai ne tik blsto paskola, betir pagalba bei nuolaidos [sigyjant,
vertinant, draudZiant, remontucjant ir jsirengiant bista.

Daugiau informacijos ir pasidlymuy rag

Jei paskolg imsite kartu su bendraskoliu arba jei uZ Jisy paskola laiduos fizinis asmuo, bendraskolis irfar
laiduotojas turés uZpildyti atskiras, jiems skirtas paraiskas.

Paraiskos pildymo rekomendacijos:

1.Morint paraifka iSsiusti | Banka, reikia uZpildyti visas paraiSkos dalis. Simboliu ™" paZzyméti laukai batinai turi
bt uZpildyti.

2. Klavigy "Pirmyn” ir "Atgal” pagalba galite judéti tarp puslapiu. Pereinant tokiu bddu iSsaugomi jvesti
duomenys ir yra galimybé juos atsispausdinti.

3. Morédami perZidréti puslapius, nevedant duomeny | pateiktus laukus, | juos galite patekti spausdami
puslapiy pavadinimus viruje.

Kilus klausimams prasome skambinti 1884

Pradéti pildyti paraisks |

=l 1884 (+370 5 288 2444), EI. psdtss inf
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e There is a clear mistype in the public website of bankas Snoras. Under “Conditions to get
a consumer loan” section it is mentioned two times what documents are needed if the
loan is more than 10,000 LTL. However, it is obviously wrong — in the first case it meant
“less than 10,000 LTL"”

Kas gali gauti vartojamaja paskola?
Paskola suteikiama asmenims nuo 18 mety, Lietuvos Respublikos pilieéiams ar turintiems leidima nuolat gyventi Lietuvoje bei
gaunantiems perflatines pats

Pastaba. Jei dirb¥te—pagmtautorines sutartis, verslo liudijima ar gaunate pajamas i£ individualios veiklos, pragysime Jisy pateikti
papildomy dokumenty.

Paskoloms virs 10 000 lity

+ Pateikite asmens dokuments (pasg, asmens tapatybés kortele, naujo pavyzdZio vaiructojo paZzymejima arba leidima nuclat
gyventi Lietuvoje). Jei paskolos kreipiatés | .enoriuka”, su savimi turékite ir dokumento kopija.

¥ lei turite finansiniy [sipareigojimy kitiems bankams ar finansy institucijoms, pragysime Jdsy parodyti jy mokéjimo plany
originalus. Jei paskolos kreipiatés | .snoriukg”, su savimi turékite ir dokumento kopija.

v 1 banka atvykite kartu su sutuoktiniu, jei esate susituokes (-usi). Sutucktionis (-&) turés pateildi analogigkus dokumentus.

Pastaba. Jei dirbate pagal autorines sutartis, verslo liudijima ar gaunate pajamas i£ individualios veiklos, pragysime Jisy pateikti
papildomy dokumenty.
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Latvian banks

Loans functionality in Latvian banks
AVERAGE I 46%
Latvijas Tirdzniecibasbanka f{ 0%
Komercbanka Baltikums 6%
VEF banka I 13%
Regionala Investidju banka I 25%
Privatbank I 25%
Rietumu banka I 31%
Latvijas Biznesa banka I 31%
GE Money bank I 44%
SMP banka I 44%
Trasta komercbanka I 44%
Danske banka | 50%
SEB |56%
DnB Nord |56%
Norvik banka I 63%
Parex banka I 69%
Swedbank I 69%
Latvijas Krajbanka I 81%
Nordea 81%
Hipoteku banka 88%
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Higher figures represent better results
Detailed testing results
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A printable consumer loan application form S T B 2 B I (R S R e S I B I 2 S B
Filling a consumer loan application form online L P I 2 B R (R - -] - EO I R
Taking out a consumer loan via the IBS EO I N e - - -
Consumer loan interest calculator within the J 1 R (O R I (O N IR A A (Y IR A
Internet Banking System
Consumer loan interest information is provided + |+ L B R R I I B (R IR I I B IR (R I
Consumer loan interest calculator on the public N O I P I SO0 TR I R (P A (O I B I
website
Information about consumer loan conditions R R B R I T B A IR B e - T B IR B IR R
Information about documents required to takeout | | | Lo L f o el D el el el D el sl el s
a consumer loan
A printable mortgage application form S I IR I R I I I IR B N B e I B
Filling a mortgage application form online S U IR I I R - I e I B IR R R e I B
Taking out a mortgage via the IBS P - S I O R I
Consumer loan interest calculator within the
) O I I N I I S A (R I IR () I R I e
Internet Banking System
Mortgage interest information is provided EO R I B B N B I R B O I B - I R
Mortgage interest calculator on the publicwebsite | + | + [ + | + |+ [ - | - [+ | - |+ |- |+ |+ [-|+|+|+]|+]|-
Information about mortgage conditions B R B e R e I e IR B 2 e e I R B R B R
Information about documents required to take clwl ol el ool o bal el sl sl ol el sl 2l +].
out a mortgage
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Commentary

Very few banks provide detailed information on criteria about mortgage loan conditions.

o Very few banks allow to actually take the credit without going to a bank.

e |n most banks information on interest rates are not clear, it is not clear whether the
mentioned interest rates are for consumer or mortgage loans.

e Banks tend to put interest calculators in their public websites, rather than in the IBS.

o

Although in the public website of Trasta Komerbanka possibility to apply for a loan trough

the IBS is offered, it is impossible to find it.

» kreditESanas periodd péc Jsu pieprasjurma var tik mainta kredita sumima

» Kredité&Sanas termins
» fidz 25 gadiem
» kredit&Sanas periodd p&c J0su pieprasjuma var tikt maintts kredita termins

» Procentu likme

» elastiga pieeja procentu likmes noteikiand un §tra noformésana

» fizsp&ja kombin&t fiks&tu un mainigu procentu likmi

» procentu atmaksa no atlikusds kredia summas

» kredit&5anas perioda p&c Jlsu pieprasjuma var tikt mainfs procentu likmes apmérs

= Kredita atmaksa
» p&c elastiga, speciali Jums izstradata grafika
» iesp@ja atlikt kredfa parmatsurmmas atrmaksu

» NepiecieSamie dokumenti

b pase

dokumnenti, kas apliecina JOsu iendkumus (darba devEs izzina un izzina no Valsts Ien&mumu Dienesta par
aiznEméaja iendkumiemm)

dokumenti, kas apliecina fpasuma tiesbas uz nekustamo Tpasurmu (Zemesgramatas apliecha, pirkSanas un
pardoganas figums, davingjuma, apmainas vai cits igums, dzivokla paSuma tiesibu apliecba fidz dzivojamas majas
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privatizaciai u.tml.)

izzina no Valsts Zemes dienesta par ipasuma apgritinguma neesaribu
inventarizacias lieta

izzina par nomas un komunalo maksajumu sarmaksu;

bankd J0s aizpildiiet kredta pieteikumu un pasitisiet objekta vErt&umu;

visheidzot 10s vargsiet sanemt naudu Banka!

= ]a vélaties sapemt kredftu, [Gdzam JQ

=~ 67027777 . redita sapemsanai var noformét ar sistéma Trast.Iet

w Cenrddis = Dokumenti

péc kreditd&anas nosacjumu apstiprindsanas mas parakstisim kredta fgumu un noform@sim apdrogindsanu;

KB Infocentra — info@tkb.bv, T.

Intarnett

ka
RASTNET

202860

- Parskaittjumi Sakums -+ Bankas operadijas
Iekibankas parskaitijums
Starptautiskais parskalhums

Iekszemes parskaitrums latos

Budzeta parskatijums

Parskalfjurns starp viena Kienta kantiem
Parskalijums RUE

Bankas operaciju saraksts

Bankas operdciju saraksts ir bukss
Izvelieties velnes punktu dokumenta
izveidoSanai.

- Skaidras naudas izmaksas rikojums

- Skaidras naudas pasitifana

@ Jauns dokuments 273 nosaties 53 Nodots izpildiganai & Izpildes

B Atcelts banks
~ Konvertaciia

i Te

fnoguldijuma rikojums

Dokumenti
isi
Jaunie

Nositite

Atceltie dokumenti

~ Uzkrajuma konti
UzkeSiuma konta fgums

Uzke3uma konta papidinazanas ikajum:
acgaksas rkajums no Lekeajma kopke
- Maksajumu kartes biokesana

-~ Dokumentu paraugi

- Telefonbankas sagataves

=i Arhivs

Norades

) 1zveidots TelefonBanks
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e In the public website of SMP banka a spelling mistake is observed: instead of “Krédtta”

should be “Kredtta”.

Galvend / Instrumenti / Dekumenti
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lesniegums pagaidu konta atvé

Kredla pietelums

Saja sadala irizvietotas dokument prieks AS Multipanka Klientiem. JOs varatiepaziies ar tam izvEloties vienu no noradem, kuras arodas saraksta

lesniegums par neréinu kenta atvérganu

nai

lesniegums par krdj konta atvérSanu

Pieteikums Gepozia izvietosanai

Pieteikums maks5jumy kartes ar aizdevumy sapemSanal juridiskai personai
Pieteikums maks5jumu kartes ar aizdevumy sapemSana fiziskal personai
¢ | lesniegums par kredta véstules (akrediiva) Zdodany

sniegums par Klientu attdinatas apkalpodanas sistémas lietodanu
sniegums par Corporate Mullinet” lietoSanu

Pieprasiums overdrafta izsnieg€anai

Pieteikums finandu instrumentu kontu atvérsanai

Patiesa labuma guv&a identificacias karte

Requiara maksajuma rikojums

idlienta - fiziskas personas anketa

I8 poc | Kiients - juridiskas personas anketa

Kredia pieteikums. Juridiskas personas,

\eleikum& Privatpersonas

AS Multibanks * interedu konfikiu novéranas poltkas apraksts

Finan&u Instrumentu darijumu rikojumu izpildes poftika

e  Privatbank provides very precise interest rate description for tariffs on different loans.

+ Jurigiskdm persondm (LR Kredta apjome

+ Kredita termipé
* Procentu likmes (mainigas)
K LvL
usc
BRIVAT ONLINE EUR

Procentu likmes (fiksEtas)

1 gads

2 gadi

3 gadi

Izskatiéana un krediia izsnizg3ana

Republikas

KreditTiguma termia pagarindsana

Summa fdz 25 000 LVL

i

lidz 85% no tirgus cenas fumu grozi€ana, atsaukana un

AS “PrivatBank” emitéto maksajumu karfu

ne 1 idz £0 gadiem

DIGIMONEY PRIVAT operaciu apkaipogana
Noguidiumi

fio 2,5%=3 mén. RIGBOR
vai & mén. RIGBOR

N0 2,5%=3 mén. LIBOR vai & mén. LIBOR

N0 2,5%-3 mén. EURIBOR
alg mén. EURIBOR

Papiu pakalpojumi
Tarifi daféii seato valitas operdciy veikianai

Bankas pakalpojumu pakete “Jiras®

D A A R R

Parvedumu operaciias AS “PrivatBank” norékin orupa)

2% -3 mén. RGBOR LBOR EUREDR
vai & mén. RIGIBOR/ LIBOR/ EURIBOR

filiEs

2,5% -2 mén. RIGIBOR/ LIBOR/ EURIBOR
vai & mén. RIGIBOR/ LIBOR/ EURIBOR

£% +3 mén. RIGBOR/ LIBOR/ EURBOR
vai & mén. RIGBOR/ LIBOR/ EURIBOR

1% no s

Izskatiana un kredita izsniegiana (pret nekustamo ipaSumu drpus Latviss 2% no aizdevuma summas, min. 00
EUR

sLVL

e At the calculator section at SEB home page there are two sub sections of student loans
with government guarantees, which has the same content.

Studentu kreditu kalkulatori

SEB bankas studiju kredits

Studiju kredits arvalsts galvojumu

Studéjosa kredits ar valsts galvojumu

\\_‘-‘_‘

Studiju ilgums |1 gads

Studiju maksa kopa 200.00

Procentu likme

INaudas noguldijums SEB banka T

L]

Kredita atmaksas termins | 10 gadi

-

L¢]

Dzést | | Maksajumu grafiks |
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Estonian banks

Loans functionality in Estonian banks

AVERAGE I 56%

Handelsbanken IZS%
Parex pank I 31%
Tallinna Aripank |38%
Marfin pank |38%
Nordea I44%
Sampo pank I 63%
DnB NORD I 75%

Krediidipank I 75%

=

Swedbank I 81%

-—
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Higher figures represent better results

Detailed testing results
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A printable consumer loan application form Ea I B 2 IR I (R B2 BT
Filling a consumer loan application form online Lo R T R B I (R B

Taking out a consumer loan via the Internet Banking System O IS I R I e

Consumer loan interest calculator within the Internet Banking System BN EX B B E

Consumer loan interest information is provided Eo I I A RS R

Consumer loan interest calculator on the public website Fo R I (S AR I (R ) I

Information about consumer loan conditions Ea R T B I I R B I

Information about documents required to take out a consumer loan Ea R B B R I e O

A printable mortgage application form +l e+ ] -+ [+ +]+]+

Filling a mortgage application form online O R T I i R R A

Taking out a mortgage via the Internet Banking System I I I B e I

Mortgage interest calculator within the Internet Banking System N A P I R e

Mortgage interest information is provided EO S A e (R S I S R

Mortgage interest calculator on the public website U I R (i S U B (i QI

Information about mortgage conditions Ea S T I R RS B e B

Information about documents required to take out a mortgage S I ) I B B R A
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Commentary

e  Generally all banks offer to their clients to obtain loans; however, it is impossible to get
the loan trough the IBS, except Hanaspank offers to obtain a consumer loan over the
Internet.

e A good example of easely accessible information is provided by Krediidipank.

RUS ENMG

a;mﬂ_—i Krediidipank

I TE 2l ARIKLIENT | KORTERIUHISTU" : PRIVAATEANGANDUS S KREDIIDIPANK

-
Avalehekiilg » Eraklient » Laen ja liising » Kodu soetamine * Eluasemelaen ja -liising l_pank w
-

Arveldamine

Eluasemelaen ja -liising

“ Vaata ka: Noéutavad dokumendid , Taotlus , Pabertaotlus (PDF)

“ Vaata ka: Laenu hinnakiri , Liisingu hinnakiri

Vaata ka: Kalkulaator , Eurcopa kokkulepe

Laen ja liising

Eluasemelaen ja eluasemeliising on mdeldud eluazeme ostmiseks, ehitamizeks

eerimiseks > Kodu soetamine

» Eluasemelaen ja -liising

WL vahe ee, et laenuga soetatud vara jaab - Tagatis
L L COmafinantseering

pant. Liisingu puhul tasub pank

panga kasuks aga
ra maksumuse midjale,

LIntress
LTactlemine
LNduded tactlejale

a omanikuks ning and
pang

ra maksumu

ra omanikuks L Aktseptesritud kinnisvara
hindajad
Oma kodu soetamiseks ivad mdlemad, kuid lisingu puhul on nduded Teie - Aktsepteeritavad
. . ~ S R . kindlustusseltsid
zizzetulekutele natuke leebemad kui lasnu puhul, sest kuni liisingpericodi 18puni R R
uulub liisi ara Krediidipangale » Koostooprojektid
- ara wredidipangats » Auto ostmine
> Hariduse omandamine
Laenu- ja liisingusumma suurus » Suuremad ja viiksemad
Laenu- ja liisingusumma suurus sdltub Teie sissetulekutest ning scetatava vara ostud
maksumusest (eluaseme maksumusest, remondi mahust vm) > Dotamatud vialjaminekud

> Hiipoteeklaen
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12.8 Leasing

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

Lithuanian banks

Leasing functionality in Lithuanian banks

AVERAGE I 17%

Nordea [l 0%

Ukio bankas || 0%
Siauliu bankas || 0%
Parexbankas || 0%
DnB NORD || 0%
Bankas SNORAS || 0%
Swedbank [l 0%

Danske bankas 33%
Medicinos bankas 67%
SEB bankas 67%
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Higher figures represent better results

Detailed testing results
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Checking the leasing account online + -] - = +
Possibility to set a notification of approaching leasing payment N BN ER
Possibility to set a notification of executed leasing payment S - P PR - E

Commentary

e Sometimes it is the case that the bank has another system, which is related specifically to
leasing.

e Several banks assured that they are working on integrating leasing possibilities into their
e-banking solutions and such functions will be available quite soon.

e Quite often it is feasible to make a direct debit agreement for leasing — then one would
be able to see the cash outflows if he enables the service of notification when there is any
cash outflow. However, leasing payments are not distinguished in any way.

Copyright © 2008 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.



October 2008

Page 88

Latvian banks

"

Leasing functionality in Latvian banks

AVERAGE 1%
GE Moneybank [10%
Komercbanka Baltikums || 0%
Hipoteku banka || 0%
Norvik banka [{0%
Parexbanka || 0%
SMPbanka || 0%
Trasta komercbanka [| 0%
Rietumu banka [|0%
Regionala Investidju banka [{ 0%
Privatbank || 0%
Nordea [|0%
Latvijas Tirdzniecibasbanka [| 0%
Latvijas Biznesabanka || 0%
Danskebanka || 0%
Latvijas Krajbanka I 33%
VEF banka |33%
Swedbank |33%
DnB Nord 33%
SEB 67%
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Possibility to set a notification of approaching ) ) P I R ) A B |
leasing payment
Possibility to set a notification of executed leasing ) ] S U R O Y R A I
payment
Commentary

e Even banks that provide leasing services are not very opened to providing
the lease in the IBS.

the status of

e Although some banks have their own leasing programs; they do not provide chance to

control leasing balance and payment information over the Internet.
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Estonian banks

Leasing functionality in Estonian banks

AVERAGE | 33%
Tallinna Aripank || 0%
Handelsbanken [{0%
Nordea [|0%

Marfin pank || 0%

DnB NORD 33%
Parex pank 33%
Krediidipank 33%
Sampo pank I 67%
Swedbank 67%
SEB pank 00%
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Higher figures represent better results

Detailed testing results
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Checking the leasing account online - B = + [+ |+ -
Possibility to set a notification of approaching leasing payment -+ - |+

Possibility to set a notification of executed leasing payment B IS ) I R e

Commentary
e  General trends seem to be that, if banks offer leasing possibility then system, they have to

make either direct payment to get the notice or make an agreement with the respective
department of the bank.

e  SEB pank is the only bank in Baltics, which score 100% in the leasing functionality.
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12.9 Security measures

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

Lithuanian banks

Security measures functionality in Lithuanian banks
AVERAGE ] 85%
Nordea I 50%

SEB bankas | 83%

Parex bankas | 83%

DnB NORD | 83%

Bankas SNORAS | 83%
Medicinos bankas I 92%
Danske bankas I 92%
Ukio bankas I 92%
Siauliu bankas | 92%
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Higher figures represent better results

Detailed testing results
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Session Timeout + |+ |+ + + |+ |+
Password card PR Vi N A (R VR IR i R
Password card is not larger than the size of ordinary payment card L o I S IS T I o I
Information about the last log in is provided (time/date). Ea I I 2 I R I R I
Confirmation code is required for executing a money transfer EON S IR A IS S I A IS S
Permanent (personal) password PR R I ) A B R A
Possibility to change the permanent password Ea IR IS 2 S I I S I
VeriSign or equivalent certificate is shown EON I R S A A I I A
Mandatory password change when logged for the first time Eo o IS R B I (2 I
Setting the IBS transaction limits PO T I I IS S I A IS S
User is warned to close browser window after log out S IS R B I (2 I
Possibility to set frequency for mandatory change of permanent password B I I
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Commentary

[t is really peculiar that some banks do not have a session timeout.
e  Several banks still do not provide the time of the last login.

e Password cards have become a strong trend in the system of e-banking nowadays — all
banks use it.

e All e-banking systems are verified by third parties; the verifications are not expired.
e Nordea stands out, as it is the only bank that does not have a permanent password.
e In the IBS of Swedbank there is a possibility to change the frequency of mandatory

password change. However, it is not specified frequency of what it is; thus, one has to
seek help to get an answer.

h a nza . net Strukkdra Izeiti 3
Bankas Investuotojas Hansa pensija Draudimas E.paslauqos Mobilus bankas Mano pasirinkimai
Kontaktiniai duomenys Nustatymai Saskaitos pavadinimas SlaptaZodZio keitimas
Jaunimo programa Tiesioginé rinkodara
Mano pasirinkimai = Mustatymai pagalba
N I

Paswveikinimas | |
Pagrindiné saskaita |LT30?300010090538055 MINDALGAS RAPOLAS LI
LM

SlaptaZodzio keitimas |

Pageidaujama kalba

Huolatinio slaptazodzio keitimo daznumas

CSV failo nustatymai

Lauky skirtukas E

Desimtyju skirtukas [, =]

Rodyti saskaitos likuti mokéjimo metu

i5saugoti pakeitimus |
»n Harlsah__an_!&as

@ 2000-2007 ane T elc 1884 (+370 5 262 4444), E|. pastas info@hansa.lt Saugumas Privaturnas [kainiai
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Latvian banks

Security measures functionality in Latvian banks

e £

50%

AVERAGE
VEF banka

Privatbank 50%
Nordea

Rietumu banka

SMP banka 67%

Latvijas Biznesa banka 67%

GE Money bank 75%

Trasta komercbanka 75%

Latvijas Tirdzniecibasbanka 75%

DnB Nord 75%
SEB 83%

Latvijas Krajbanka 83%

Hipoteku banka 83%

Regionala Investidju banka 83%
Komercbanka Baltikums
Norvik banka

Parex banka

Swedbank

Danske banka
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Higher figures represent better results

Detailed testing results
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Session Timeout EO T S I I I IS S (RS (S IS o) IR I IS IS I (RS
Password card Eo e T A T " N (i I R R O I B e -
Password card is not larger than the size of el l ool s bl el el alal ol lalelal.
ordinary payment card
Information about the last log in is provided I S S IO I IO I O I I i I e
(time/date).
Confirmation code is required for executing a sl ol e la el e lalelaelalael el laelslels
money transfer
Permanent (personal) password Lo R R T T 2 RS B N I B B BT o S B (R B
Possibility to change the permanent password Fo S I A I S A e e e e e R T R S
VeriSign or equivalent certificate is shown PO R (R R R 0 B ™ (RN i (R (AR QR (A QR (U (RIS VAR
Mandatory password change when logged forthe | | 1 L [ ol o [ o | o el [+ lal sl [+ ++].
first time
Setting the IBS transaction limits U I D i i (R (i) (RN B R (i iR R B R
User is warned to close browser window afterlog | | | . [ o . [ o - ol el ol 1.
out
Possibility to set frequency for mandatory change [ 0 R R R U I A R I I O
of permanent password
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Commentary

e Banks tend to show that their connection with client is secure by having a certificate that
provides information about security.

e Banks also show the last log in time when user was online in the IBS, giving an
opportunity to see, if somebody has accessed the IBS at time, which the customer knows
was not his.

e Surprisingly low numbers of banks warn their clients to close the window after loging off
the IBS.

e  Privatbank demanded the initial permanent password change not on the first, but on the
second login in the IBS.

e  All banks provide time-out as a security measure.

e Rietumu banka has different payment signing system than other banks — they use digital
certificates that has to be installed on the computer, from which the IBS is accessed.

Son Tt —

“ou are asked to sign the following message;

-
58 Korespondentbanka: _I
Walsts: Latvia
Adrese:
Bankas kods (S.W.L.F.T., ABA, BLZ, SC)

Sagémeéja bankas konta numurs kerespondentbanka: LVOTMARAZ041000011379

57 Sapémeja banka: Danske Bank A/S Latwia Branch
Walsts: Latvia

Adrese: Césu ield 31/8, Rigad

Bankas kods (S.W.LF.T., ABA, BLZ, SC): MARALV22

If you agree to sign this message choose a cerificate to sign with below and click on
"Sign Text". Otherwise click on "Cancef".

al identifier Class - 160798, bankworkd@y

e Although availability of mandatory password change and change of frequency of its
change is considered as a positive aspect, it contains a mistake. Instead of “1 Menésis, 3
Menési” there should be written “1 Ménesis, 3 MéneSi".

T ' 1
norvik
Enaglish [o-pyeckn Konti Maksajumi  Dokumenti Tirdznieciba | Investicijas
ANARE GUNITA - Uzsiédeumi

TIEEE [PATIETL Dokumentu numurésanas formats:

v Uzstadijumi Automatiska numurésana
Idainit paroli Saktar 3
Darbibu Zurnals Dokumentu numuréZanas prefikss

B L. . Pieejamais bezaktivitates laiks 10 mindtes ~
..izmanto iespéjas! a ) ) 7
Pl Uzstadit paroles maipas periodu | 3 Mené3i -
15 Dignas

Radit konta atlikumus maksajuma formas:

i
Nepieprasit paroles mainu
Paradit blokus :
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e Swedbank offers an interesting notification of timeout that is about to happen. When less
than 5 minutes are left until time-out a countdown notification on the screen is shown, to
notify the user and asks him whether to continue using IBS or to log out.

Z
han a'net Konti, maksajumi, Kredrti, izings, Uzkrajumi, pensijas,
kartes krecitkartes ieguidijumi
NODERIGI  SAkumlapa > NODERIGI » Sakumlapa Drukat
Piedavajumi

Bankas zigojumi
Uzstadijumi
Mani pieteikumi
Kalkulatori

Jasu sesija beigsies péc 4 minttém

Vaivélaties turpinat sesiju?

Pieejamais atlikums

98 43

It savu talruna numuru!

Tikai 3 klikski lidz Ferrari!

Hoformé aizdevumu Hanza.net!

Latvenergo automatiskais
izlidzinatais maksajums!

Darkhadienis £-00 < 2000

e  For Baltikums it was very time consuming and hard to find where to change password
and set frequency for it's change.

Fiziska persona (PIN 009194)
Aivare Gunita

Klienta dati
Pase
NMK 18038710143 Personas kods 180387-10143 Rezidents Latvia
Adrese Vaidavas iela 1 - 34
Pilséta Riga, Latvija Valsts Latvia
Talr.
Fakss
E-pasts
Majas lapa
Iepriek$&jd ménesa dokumentu arhivEsanas diena 7
Lietotaja parametri
* Login-vards gunita%194 Valoda Latviefu ~
Paroles maipa 90 max. 50

Atlautas IP-adreses

Maksima3lais saraksta rindu skaits viend lapd 50 max. 50
Parole Datums Drogibas lidzeklis
Login 01.07.2008 15:28:50 Digipass
Paraksts Digipass

N? 0808619589
DP-tokena taimera korekcija (sek) 0

¥ Paradit norekinu kontu atlikumi pirmaja lapa

Konti maksajumu veik&anai
Lv78 CBBR 1110 9194 0001 0 Nor&kinu konts

NiniPass Saalabst
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Estonian banks

Security measures functionality in Estonian banks

AVERAGE I 80%

Nordea I 50%
Krediidipank I 67%
Handelsbanken |75%
Marfin pank |75%
Sampo pank |75%
DnB NORD . - |83%
Tallinna Aripank I92%
SEB pank l I92%
Parex pank 92%
Swedbank 00%
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Higher figures represent better results

Detailed testing results
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Session Timeout + |+l + |+ ++]+]|+]+
Password card + |+ |+ el +l+]+]+
Password card is not larger than the size of ordinary payment card R R R
Information about the last log in is provided (time/date). L T I [ D B B B
Confirmation code is required for executing a money transfer N R BT (R I R N B BT
Permanent (personal) password +l |+ [+ -+ ]+
Possibility to change the permanent password L+ |+ |+ -+ ]+ + ]+
VeriSign or equivalent certificate is shown FO T I A IR I (S iy
Mandatory password change when logged for the first time Ea T T B I BT R I
Setting the IBS transaction limits +l x|+ |+ -+]+]+
User is warned to close browser window after log out FO S O e S I B A T
Possibility to set frequency for mandatory change of permanent password B e e N
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Commentary

All banks provide time-out as a security measure and have valid third party security
sertificates.

Only a few banks allow their customers to choose the frequency of the mandatory
password change.

Surprisingly many banks do not demand confirmation code before actually submitting
payment.

By default the transaction limit is set to 5000 EEK by a law, some banks allow to change it
(make it smaller), only rarely larger.

After logoff, Sampo provides a good example of how to remaind customers to close the
window.

Reede, 4. juuli 2008

Tdname Teid!

Loodame, et Sampo Internetipank vastas Teie octustele.
Kui Teil on markusi vai ettepanekuid, siis palume saata need info@sampopank.ee

Turvaliseks valjumiseks Internetipangast sulgege palun brauseri aken!

Peatse kohtumiseni!

1
Sulgen akna

anske Bank
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12.10Languages

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

Lithuanian banks

Languages functionality in Lithuanian banks

AVERAGE
Medicinos bankas
Nordea

DnB NORD

84%

Danske bankas

88%

Siauliu bankas

88%

SEB bankas

88%

Swedbank

Ukio bankas
Parex bankas

Bankas SNORAS

88%

00%
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00%

90%

100%
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Higher figures represent better results

Detailed testing results
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Local language public website PO I IS S R A I T I
English public website + |+ + [+ |+ |+ |+ |+ [+
Russian public website + R s +
Local language IBS interface Ea I IR S S o I S I
English IBS interface e+ x|+ ]+ [+ ]|+ ]+
Russian IBS interface + 1+ |- [+ P [P (Vi IR
Local symbols displayed correctly Fo IR IS S O A I T I
Russian symbols displayed correctly + |+ + O S I

Commentary

Lithuanian and English languages are always available in public websites and respective
IBS.

Some banks do not provide a Russian version of their website and IBS.
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Latvian banks

AVERAGE

VEF banka

Parex banka

Danske banka

SEB

GE Money bank
Komercbanka Baltikums
Latvijas Krajbanka
Hipoteku banka

Norvik banka

SMP banka

Trasta komercbanka
Rietumu banka

Regionala Investidju banka
Privatbank

Nordea

Latvijas Tirdzniecibasbanka
Latvijas Biznesa banka
Swedbank

DnB Nord

Languages functionality in Latvian banks
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Local language public website RS P IR S AR A N R IR S VAR A AR R (R S IR S
English public website R P I S S A R R IR B VAR B AR (R (R e S S
Russian public website +l e+ [+ |+ ]+ ][+ + ]+ ][+ +]+]+
Local language IBS interface N T BT 2 S I R T N B T O S B BN B B A S
English IBS interface S IS S IR A (R IS B ISR A AR R (N ) IS S I
Russian IBS interface N T R R R R R
Local symbols displayed correctly Eo S IR (O IR I A S IR o IS (R INRR S (R IS I (R S
Russian symbols displayed correctly R P T S S o R A I B IS 2 R R (R e S S

Commentary

e Banks are quite similar on terms of which languages are available for customer to use
while browsing web page or IBS.
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Estonian banks

Languages functionality in Estonian banks

aveace [ e

Marfin pank 63%

Handelsbanken

DnB NORD

Tallinna Aripank 00%
Nordea 00%

Sampo pank 00%
SEB pank 00%

Parex pank 00%
Swedbank 00%

Krediidipank 00%
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Local language public website

English public website RN Vi [ D I D R R
Russian public website RO R S B IR A S B A
Local language IBS interface + |+ |+ F |+ F |+ +]+
English IBS interface |+ + |+ |+ +|+]|+]+
Russian IBS interface R () iy i B i e e T e
Local symbols displayed correctly +l |+ |+ |+ | +]+
Russian symbols displayed correctly o o T I I A R I o
Commentary

e  Most websites, as well as IBS are available in Estonian, English and Russian.
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12.11Help 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 in Lithuanian banks

AVERAGE | 70%
Medicinos bankas ISO%
Nordea ] 50%
DnB NORD IGO%
Ukio bankas I 70%
SEB bankas I 70%
Bankas SNORAS l 70%
Danske bankas I 80%
Siauliu bankas I 80%
Parex bankas 80%
Swedbank 90%
_— — s
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
n o
% 3‘3 E S| ﬁ @
21513151 2al 2|2 |5|5
R EE
S8|5|a|2|2 (8|8 |33
Page-level context sensitive help available Ea I IS S I I I S I
Glossary is provided FUN R I I e i e T e
FAQs are provided PR i I e I R I R I
An example of the account opening form provided on the Internet + [+ + [+ |- ]- |+ |- |-
Animated or illustrated tutorial of IBS is provided in the public website B o R e O o I
Full help contents provided on one page for easy searching R S P 2 IR IS TS A B
An online form available for writing questions directly from the public website S IR B O I I o I
Allows writing to customer care directly from IBS (without email) R I I O O I i
Possible sources of errors explained after illegal operations + |+ Eo O I I O O
Printable user manual of the IBS provided B O o R e T R I
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Commentary

e All banks allow to contact the bank directly trough the IBS.

e Although context sensitive help is often available, a complete help would also be
appreciated.

e Parex bankas use not only detailed user manual, but also screen shots for better
explanations.

e  While making a mistake upon entering account number in DnB Nord bankas the error
message is incomprehensible, it tells that the document does not match scheme;
however, the user receives no help in terms of knowledge what is the scheme that has to

be matched.
@antas neatitinka nustatytos s@

[~ Pilna forma

Data lm = Dokumnento Mr. |4—
Pavedimas + Paprastas  Skubus
Mokétojas
Saskaitos Mr. |LT584010042402014509 LTL - 3.80 =] Dokumenty suma 1.01 5

Kliento kodas gavajo

informacingje | i

sistemoje
Gavéjas
Saskaitos Nr. [213123 & ledkoti
“ardas ir

. e [wardenis Pavardenis [4 Ieskati
pavardé/Pavadinimas

Fiziniofuridinia & TeEknti

Copyright © 2008 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 metas ] te

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




October 2008 Page 102

Latvian banks

Help system functionality in Latvian banks

AVERAGE | 62%

SMP banka 40%

VEF banka 40%

Privatbank 40%

Komercbanka Baltikums I 50%
Rietumu banka | 50%
Regionala Investidju banka I 50%
Nordea I 50%
Latvijas Tirdzniecibasbanka I 50%
Hipoteku banka I 60%
Trasta komercbanka I 60%
Latvijas Biznesa banka ! 60%
Swedbank l 60%
GE Money bank |70%
Parex banka I 70%
DnB Nord I 70%
Latvijas Krajbanka I 80%
Danske banka 80%
SEB 00%

Norvik banka 00%
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Higher figures represent better results
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on the Internet
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Full help contents provided on one page for easy clalalal ol o lalal o balal ol alal lalslals
searching
An online form available for writing questions el ol el el e lal o lalalalal o lalael o).
directly from the public website
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Printable user manual of the IBS provided S I B R IR I R B N IR e N I R B I 2
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Commentary

e Most banks tend to allow customers to write directly from the IBS to the bank.

e  Surprisingly FAQs are quite rare.

e  Page sensitive help does not seem to be a common way of providing help among banks.

e  Printable versions of user manuals are not common among banks.

e  When user clicks on “Sistemas apraksts” (System description) it opens starting page of

VEF banks home page.

Par Banku

|\

VEF BANKA LV EN RU
04. jal Pérk Pardod

USD 0.437t 0.4721

GBP 0.8721 0.903 1

EUR 0.698 0.715

Wairdk valdtas w

€] bankas pakalpojun

Juridiskdm personam
Izvéle... -
Fiziskam personam

Izvéle... -

v

Biifibas gatve 197, Riga, v-1039, LATVUA
SWIFT: VEFBLVZ2

Stridu izskatiZana

| Sestdiena, 2008.gada 5. jdlijs

Jautajumi un atbildes

Dokumenti

Miisu partneri

| Mekl&t )

VEF Internet Ban

Ieeja Internetbanka
v K3 d B?

€+ SistEmas apraksts 3
VEF bankas jaunumi

29. mai 2008.

Jauni AS "VEF banka"
pakalpojumu tarifi
10. apr 2008.
Informé&jam klientus par EUR
parskaitijumiem

26. feb 2008.

Aicinam klientus bt
uzmanigiem
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Jauni AS "VEF banka "
pakalpojumu tarifi
rezidentiem
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English version

to The World

Jaunumu arhivs i
Rl Aoney

K& mils atrast

Majas lapas karte

SPRINT. VEF.BANK/DUNSOFT
Telex: 161283 UST Ly, 709005 SMAIL Ri

Talrunis: +371 7556774
e-mait nfodvefbank.com

When a user clicks on links help or FAQ in the login page of SMP bank IBS, the English

version of public website is opened.

7

Pietekumu veidlapas

AS Multibarka", Centrlais ofiss, Eizabetes iela 57, Riga, LV-1772, Latviia

m MULTIBANKA Redirect to www.multibanka.com latviski  mopycom  english
Informacija klientiem
Pieslagums pie internetbankas .
o5 200 MultiNet
Cengarmie Kienti. 2008 gads 11.j0ng3
n018:00 fidz 18:20 sistama Tsaicigi nebs
pieejama. Internetbanka tiks atjaunota. A o Esiet sveicinati Internet bankal
AGaUNGIUMI ... v Lai ieiety Internet bankas sistema, [0dzu ierakstiet Kianta numury un parol.
05. July 2008 N .
21.04.2008 no 18-00 lidz 18-05 Lietotaja kods
notiks servera tehniska apkalpogana
Parole®

This ste chse Verisign S8L for sec

e o + Multi-net demo versija (Bies uzdodamie joutdjumi + Palidzba, Pieslzgtiq

Ligumi un noteikumi Kalkulatori

Valiitu konverters IBAN parbaude

Talrunis: LV +371 7019116 Cal, LV +371 7019115 Cal E-pasts: info@multibanka.com
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Estonian banks

Help system functionality in Estonian banks

AVERAGE 70%

Handelsbanken 60%

Marfin pank 60%
DnB NORD 60%
Parex pank 60%

Tallinna Aripank | 70%

Swedbank 70%

Nordea 80%

Sampo pank 80%
SEB pank 80%

Krediidipank 80%

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

Higher figures represent better results

Detailed testing results
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Page-level context sensitive help available FO T B O (A T I o (R S
Glossary is provided R (i I R T ) (I R R
FAQs are provided EO R I S S " I ) I
An example of the account opening form provided on the Internet +l e[+ + |+ [+ +]+]+
Animated or illustrated tutorial of IBS is provided in the public website N T ) IR I B ) I
Full help contents provided on one page for easy searching E R I I I 2 I T I
An online form available for writing questions directly from the public website EO S O e S S B S T S
Allows writing to customer care directly from IBS (without email) [+ |+ |+ [+ [+ ]+ + ]+
Possible sources of errors explained after illegal operations +l e[+ + |+ [+ +]+]+
Printable user manual of the IBS provided O (R I I I R [ i R
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Commentary

e  Contact forms from IBS are always available.
e  FAQ availability is very rare.

e Visual help is used only by Swedbank; none of the other banks use it.

Copyright © 2008 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.



October 2008 Page 106

12.12Investment services

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

Lithuanian banks

Investment services functionality in Lithuanian banks

AVERAGE | 26%
Medicinos bankas || 0%
Nordea ||0%
Siauliu bankas || 0%
Ukio bankas I 17%
Parex bankas I 22%
Bankas SNORAS I 22%
DnB NORD I 33%
SEB bankas I 44%

Danske bankas I 50%

Swedbank 72%
ﬁ 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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Enabling the financial services from the IBS S0 I i I
Filling-in the form and submitting online to the bank R R (0 N ) I (e R
A printable form is available online N S S A N () R IO [
Checking the financial services account online EO S I S B e N B
Investment funds trading is available FoN IS I S R R I I
Stocks trading is available FU I I B I O ) e
Bonds trading is available A I ) I S e e
Forex trading is available N O e R
Making a pension fund agreement online R N IR ) I (e I
Filling-in the pension fund form and submitting online to the bank R i I R ) I I (R
A printable pension fund form is available online RN (i (i R N I R B
Checking the pension fund balance online B I 1 IR I I (S I
Possibility to switch to another pension plan at the particular bank O T 2 RS I B R R
Making a life insurance agreement online BN I N I B
Filling-in the life insurance form and submitting online to the bank - = - B - PR - e -
A printable life insurance form is available online R U I (S I I P (I
Checking the life insurance balance online N S R I I () I I R
Possibility to change life insurance’s investment priorities from IBS BN B R N 2

Copyright © 2008 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.



October 2008 Page 107

Commentary

e Although financial services account is sometimes available trough the IBS, not always it is
available for decision making and not all instruments are available trough IBS.

e No banks allow trading in FOREX markets.
e  Only two banks offer options for signing a pension fund agreement trough the IBS.

e Less than a half of the banks allow their customers to check the pension fund balance
online.

e Life insurance services are not very developed by banks in terms of its availability trough
IBS.
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Latvian banks

Investment services functionality in Latvian banks

AVERAGE 18%
Hipoteku banka

VEF banka

Rietumu banka

Nordea

Latvijas Tirdzniecibas banka

Danske banka

6%
6%
6%

Komercbanka Baltikums

SMP banka

Regionala Investidju banka
Latvijas Krajbanka I 11%
Trasta komercbanka I 11%
Privatbank I 11%
Latvijas Biznesa banka I 11%

DnB Nord l 17%
GE Money bank I 22%
Norvik banka I 39%
Parex banka I 56%
SEB 67%

Swedbank 72%

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

Higher figures represent better results

Detailed testing results
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Enabling the financial services from the IBS -l - Co I T I e N N N
Filling-in the form and submitting online to bank B R I I I I I I e I R I e R B B
A printable form is available online = I T [ e I I I R R R B o R (2 (R
Checking the financial services account online O 0 I T IR D [ (e IR I B e IR B B S R
Investment funds trading is available N R N 2 I (S IR I B D I S (R I IR A B
Stocks trading is available R U I O T ) I I I R IR (i R R B U B
Bonds trading is available N R I i I O (PR (e IR I NN B IR B IR VO R
Forex trading is available B A 1 I I R IS D IR (R D IR R B
Making a pension fund agreement online N I 0 I I (R S IR (R BTSN R I IR (RS0 IR
Filling-in the pension fund form and submitting . el . . i i BN
online to the bank
A printable pension fund form is available online S - PR - P - e - e - B - e - P -
Checking the pension fund balance online N ) I I IR 1 R ) I D IS 20 NN (e (R D IR
Possibility to switch to another pension plan N I 2 R I T IR B B (N D IR 2 BN
Making a life insurance agreement online B I = T IR [ i (R I IR (R IR I R
Filling-in the life insurance form and submitting . . . . . el . .
online to the bank
A printable life insurance form is available online S I I [ I I ) I I I R R R A e
Checking the life insurance balance online B I I U IS I ) I IR R D N R B
Possibility to change life insurance’s investment . . . . . . i i .
priorities from IBS
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Commentary

Investment services seem to be in the development stage for most of the banks.

None of the banks offer to make life insurance agreements online.

Only a few banks allow enabling financial services over the Internet.

Only a few banks allow to operate with choices regarding pension funds trough the IBS.

SMP bank has created a separate system for services related to investment, thus it is not
accessible trough IBS.

Although Komerbanka Baltikums offers its customers to apply for financial services online,
it is really difficult to find where to do it.
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Estonian banks

Investment services functionality in Estonian banks

AVERAGE | 36%
Tallinna Aripank || 0%
Handelsbanken }|0%
DnB NORD 0%

Parex pank ||0%

Nordea I 39%
Marfin pank | I 39%
Krediidipank I 50%
Swedbank ! 67%
SEB pank l 78%

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

Higher figures represent better results

Detailed testing results
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Enabling the financial services from the IBS S -]+ O I A e
Filling-in the form and submitting online to the bank B R T A I e (R B
A printable form is available online O () T S I () R A IR
Checking the financial services account online O (R I = I (S IR A B
Investment funds trading is available R IR I I I T
Stocks trading is available N e
Bonds trading is available N I ) (R (i R
Forex trading is available N I D ) R e B
Making a pension fund agreement online R R T I IR S (R R I
Filling-in the pension fund form and submitting online to the bank R N IR o R S I
A printable pension fund form is available online O R I I B (T IR 2 B
Checking the pension fund balance online D T S
Possibility to switch to another pension plan at the particular bank N B I I 2 IR I A
Making a life insurance agreement online R e e
Filling-in the life insurance form and submitting online to the bank - - B - R - e - R
A printable life insurance form is available online B ) I ) I O R
Checking the life insurance balance online N I B o R S B
Possibility to change life insurance’s investment priorities from IBS BN T e I e B A B
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Commentary

e For an inexperienced person it is not very easy to find out answers to the questions
related to investment, even if specific questions are asked.

e None of the banks provide opportunieties to trade in FOREX markets.

e None of the banks allow their clients to sign life insurance contract online.
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12.13Payment cards

The payment cards subcategory includes criteria related to ordering credit/debit cards online,
checking cards balances and other payments cards releated activities.

Lithuanian banks

Payment cards functionality in Lithuanian banks
AVERAGE |57%
Medicinos bankas [ 0%
Nordea 45%
Ukio bankas 45%
Danske bankas I 55%
Bankas SNORAS | 55%
Siauliu bankas I 73%
SEB bankas I 73%
Parex bankas I 73%
DnB NORD |73%
Swedbank 82%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
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5 |E Sl |8lalEl8
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Ordering the payment card from the IBS + |+ + |+ [+ |+ |+
Filling-in the form and submitting online to the bank -+ Eo I I T o I
A printable form is available online S I I S S S I S
Cards usage fees information is available online PO T I I I S I I I S
Debiting or crediting payment card account does not differ from regular account + |+ [+ |+ |- [+ ]|+ ]+ ]|+ [+
Checking payment card’s status online FON T A S N e T
Possibility to change the status of a card from the IBS PO I I ) B
Possibility to apply for credit allowance from the IBS N I I R I T e
Possibility to see card’s credit situation from the IBS U A I I P i ) O
Checking payment card'’s validity date online Ea P I () I R IR (T S
Payment card’s number and CVC code information is provided in the IBS S I I I D e I
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Commentary

It has become quite a common feature to order the payment cards online. It is both
convenient and time saving.

No complications arise when making a transfer from a payment card — it is the same as
an ordinary payment from a bank account.

The majority of banks provide an option to check the payment card’s status online. This
usually includes the date of validity, status, and the number of the card.

Bankas Snoras is the only bank that has a separate section in its IBS to block payment
cards.

Blokavimas

Blokavimo komentaras:

PIC: IBO1_TRMS_CARD_SUSPEMD ib0&0.pl R2.11
1 2000-2008 UAR  Forbis™, Visos teisés saugomes,
@ AR bankas Snoras™, & Mivulskio 9.7, 03221 Yilnius

Mokéjimo kortelé: | Maestro 6771778534863875 LTL - |

Blokavimo prieZastis: IF'amesta vI

Blakunoti I
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Latvian banks

Payment cards functionality in Latvian banks
AVERAGE | 43%
Komercbanka Baltikums f{ 0%
VEF banka || 0%
SMP banka 18%
Rietumu banka 18%
Regionala Investidju banka I 27%
Privatbank I 27%
Latvijas Tirdzniecibasbanka I 27%
Danske banka I 27%
SEB I 36%
GE Money bank I 45%
Trasta komercbanka I 45%
Nordea I 45%
Norvik banka I 55%
Latvijas Krajbanka I 64%
Hipoteku banka | 6a%
Latvijas Biznesa banka I 64%
Parex banka I 73%
Swedbank 82%
DnB Nord 91%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
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Filling-in the form and submitting online to the " S0 PR N (O B I R B I |
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A printable form is available online B I B 0 IR e N R I 2 B e IR I I - B 2
Cards usage fees information is available online S I B S I R 0 N IS S B 2 2
Debit!ng or crediting payment card account does clal e lalal ol lalelalalalalalalal el
not differ from regular account
Checking payment card’s status online S I R I I e IR O R N I IR B IR R BT e
Possibility to change the status of a card from the " N "
IBS ) | D B .
|F’Bosssibility to apply for credit allowance from the ) " S TR R R I R B I
Possibility to see card’s credit situation fromthe IBS| + | + [ - |+ |+ | - |+ [+ [+ |+ [+ |+ |+ [+]|-|+]|-|+]|-
Checking payment card'’s validity date online B 0 B 0 B R B I B B 0 IR R R R T 0
Payment card’s number and CVC code information | || | | [ | | o oo Lo L]
is provided in the IBS
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Commentary

e  All banks provide information
[ ]

card from the IBS.
[ )

on fees connected with card usage.

Banks rarely allow clients to see the CVC code and to change the status of a payment

Although in the web site of Komercbanka Baltikums an offer of payment cards is present,

in their office the servicing person did not offer any payment card, which left an
impression that such a service does not exist. In the account opening agreement there
aren’t any hints about possibility to apply for payment card either.

Par
Pa

ﬁ Baltikums
il Banka

Pa

Depozitu likmes:

Uz vienu gadu
% gada

arupu
banku

Norékinu konts

Attalingtie pakalpojumi »

Regularie maksajumi »

Valitu ko

sajumu kartes

i
Jaunumi
Kontaldti

I
Kalkulatori
Cenradis

Dokumenti

Bankas pakalpojumi Korporativa finansésana Private banking Ieguldijumu fondi

Bankas pakalpojumi

Skaidras naudas darfjumi

aitumi »

Darfjuma konts »

Noguldijumi un investicijas

Depoziti LVL 7.50
Depoziti EUR. 4.50
Depoziti USD 425
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Korporativa finansésana
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|
English
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sta parvaldiba (Private Banking and Wez

The best availability of information is provided by DnB Nord bank, which offers to block

the card trough IBS. Also CVC number can be seen, as well as the validity date of the

payment card.
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e While following a link on the home page of Rietumu banka to contact

division the user gets an error message.

payment card

Ty

» Kreditkartes

VISA / MasterCard
Light »

VISA Classic /
MasterCard Classic »
VISA Business /
MasterCard Business
VISA Gold / MasterCard
Gold »

Visa Platinum /
MasterCard Platinum »

TrEmTE

Tarifi: Krediticartes »

| VER

Business kreditkarte — t3 ir J0su darfjumu karte

Rietumu Banka korporativajiem klientiem piedava starptautiskas VISA Business un
MasterCard Business kreditkartes. Sis kartes var izmantot gan dafadu biznesa pirkumu
un pakalpojumu apmaksai, gan skaidras naudas sapeméanai bankas automatas un bankas
visd pasaulé.
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Not Found (Error 404)

The requested document was not found on this server. Please check the address for the page vou requested.
You can try to find out the document you are locking for from the in -page of this site or from the sitemap.

Finally you can send us a short description about problems you are facing on our Feedback-page.

e In the IBS of SEB banka, in the page were payment card limits are shown the time for the

data obtained is shown in a strange format — as if there were 25 hours a day. In other
places the time is shown as if there are 24 hours a day.
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Vertspapiri 5 s

G i Konta dienas limits | 3.000.00 3.000.00
Parskaitijums
Vienas dienas limits | 3,000.00] 3.000 00
Vienas operacijas limits | 1.000 UU‘
Rekini
Visnas dienas limits [ 3.000.00] 3.000 00
Vienas operacijas limits | 1.000 (]ﬂ‘

ot

PIEZIME:

ties mainit

1. Limita atlikums atspogu

5/ tEréjamo summu dienas Jaika
os limitus. Jums jadodas vz filidll, kurd Jums atvéds konis
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Estonian banks

Payment cards functionality in Estonian banks

avenace [T s

Marfin pank | 0%

DnB NORD 0%
Parex pank | 0%
Handelsbanken I 27%

Tallinna Aripank I 45%

Nordea 55%
Sampo pank
SEB pank

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

82%
82%

82%

Krediidipank 82%

Higher figures represent better results

Detailed testing results
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Ordering the payment card from the IBS S+ * + | -+ |+ -
Filling-in the form and submitting online to the bank O ) IS I R o I 2

A printable form is available online RS Y

Cards usage fees information is available online O T T T I R 2 B

Debiting or crediting payment card account does not differ from regular account B O 2 I T I O I S

Checking payment card'’s status online RN T 0 I I I O I S

Possibility to change the status of a card from the IBS R O e e

Possibility to apply for credit allowance from the IBS O R e S I ™ R R

Possibility to see card’s credit situation from the IBS I N I IR ) R B B

Checking payment card’s validity date online R T 0 I I B A A

Payment card’s number and CVC code information is provided in the IBS BN e e
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Commentary

Ordering debit cards online and ordering credit allowance is common for banks that have
debit cards.

Surprisingly, in some cases it is impossible to see information on debit cards, as well as
credit allowance balance.

It is only rarely possible to change a cards status online.

Although information on how long a card is valid is usually present in the IBS, it is not
common to show whether the card is active or blocked.
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12.14Insurance services

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

Lithuanian banks

Insurance services functionality in Lithuanian banks

AVERAGE || 0%
Medicinos bankas || 0%
Nordea ||{0%

Danske bankas || 0%
Ukio bankas ||{0%
Siauliu bankas || 0%
SEB bankas ||0%

Parex bankas || 0%
DnB NORD ||{0%
Bankas SNORAS [|0%

Swedbank || 0%

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

Higher figures represent better results

Detailed testing results

Danske bankas
DnB Nord
Medicinos bankas

Swedbank
Siauliu bankas

Parex bankas
SEB bankas
Ukio bankas

Bankas SNORAS
Nordea

Ordering the driver’s liability insurance from the IBS EE R T I e

Submitting a driver’s liability Insurance application online N B R I R e

Checking the driver’s liability Insurance contracts online N I I T I

Ordering the KASKO insurance from the IBS N I I ) I I (R

Submitting a KASKO insurance application online N I D I I ) B

Checking the KASKO insurance contracts online B I S D I e R

Ordering the travel insurance from the IBS R I (N I I (e R

Submitting a travel insurance application online R N 0 D I i i

Checking the travel insurance contracts online N P I I ) I I (R

Commentary

e None of the banks provide driver's liability insurance, nor KASKO insurance, nor travel
insurance.
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Latvian banks

Insurance services functionality in Latvian banks

AVERAGE .I 1%
SEB || 0%
GE Moneybank || 0%
Latvijas Krajbanka || 0%
Hipoteku banka || 0%
Norvik banka i 0%
Parexbanka || 0%
SMPbanka || 0%
VEF banka || 0%
Trasta komercbanka || 0%
Rietumu banka [l 0%
Regionala Investidju banka [l 0%
Privatbank || 0%
Nordea || 0%
Latvijas Tirdzniecibasbanka || 0%
Latvijas Biznesabanka [l 0%
Swedbank | 0%
DnB Nord J§ 0%

Danske banka [} 0%

Komercbanka Baltikums _ 22%

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

Higher figures represent better results

Detailed testing results

Danske banka

GE Money bank

Swedbank

Hipoteku banka
Komercbanka Baltikums
Latvijas Biznesa banka
Latvijas Krajbanka

Latvijas TirdzniecTbas banka
Regionala Investiciju banka
Rietumu banka

SEB

Trasta komercbanka

VEF banka

DnB Nord
Norvik banka

Nordea
Parex banka
Privatbank
SMP banka

Ordering the driver’s liability insurance from the IBS| - [ - | - | - | - | -

Submitting a driver’s liability Insurance application
online

Checking the driver’s liability Insurance contracts
online

Ordering the KASKO insurance from the IBS S I I D I R e (R ) IR R IR B R (R )

Submitting a KASKO insurance application online I I T B ) e ) B D ) I

Checking the KASKO insurance contracts online B I S B ) I B I A I ) U e

Ordering the travel insurance from the IBS N I D D D D I D P e B ) R T e

Submitting a travel insurance application online B I D ) I e I ) I R T P I e

Checking the travel insurance contracts online B B e I I I e R N I I R IR s B B

Commentary

e Komercbanka Baltikums is the only bank that offers any non-life insurance service in
Latvia.
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Estonian banks

Insurance services functionality in Estonian banks

AVERAGE I 22%

Tallinna Aripank | 0%
Handelsbanken |/ 0%
Nordea | 0%

Marfin pank | 0%
DnB NORD 0%
Parex pank || 0%
Krediidipank | 0%

Sampo pank I 67%
Swedbank 67%
SEB pank 89%

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

Higher figures represent better results

Detailed testing results
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Ordering the driver’s liability insurance from the IBS S -]+ O I A e
Submitting a driver’s liability Insurance application online BN R I e I e B A

Checking the driver’s liability Insurance contracts online N D S ) I B B

Ordering the KASKO insurance from the IBS B I I ) I S B

Submitting a KASKO insurance application online N IS ) I B e e

Checking the KASKO insurance contracts online O () I S ) I R

Ordering the travel insurance from the IBS N I I I ) I (i R

Submitting a travel insurance application online BN I ) I I B 2 I

Checking the travel insurance contracts online O () I I I ) D I

Commentary

e Banks tend to cooperate with insurance companies providing integrated services. In most
cases, although, in the IBS no special section is available, the user is transferred to the
respective companies’ page, where without additional authentification desired services
can be used.

Copyright © 2008 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.



October 2008 Page 122

12.150ther services

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

Lithuanian banks

Other services functionality in Lithuanian banks
AVERAGE 80%
Medicinos bankas 57%
Nordea . 71%
Ukio bankas 71%
Siauliu bankas 71%
Parex bankas 71%
Bankas SNORAS 71%
Danske bankas 86%

SEB bankas 00%
DnB NORD 00%
Swedbank 00%

_—e————— s ——————
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Higher figures represent better results

Detailed testing results
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Client’s agreements with bank accessible online + [+ - + -
Bank SWIFT code provided in the website (within one click from homepage) RN i [ R R 0 R (i i
Information about cash dispensers’ (ATMs') location available FON T I I I S I I I S
Bank’s currency conversion rates accessible online + |+ |+ [+ |+ [+
Official currency conversion rates accessible online EOR 2 I A S S IR A A S
Historical currency rates provided N S o I + -
Bank news feed is present on the public website S R e e e
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Commentary

e Banks are quite similar in terms of other services provided.

e None of the banks let the customers to access the agreements made with the bank
online. Yet some banks offer a possibility to see the list of agreements signed.

e Only a few banks have a function which allows to access historical foreign currency
exchange rates.

e  Quite a few mistypes and grammar mistakes were found in the public website of AB DnB
NORD banka.
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Latvian banks

Other services functionality in Latvian banks

AVERAGE | 62%

GE Money bank 43%
Komercbanka Baltikums 43%
Privatbank 43%

Nordea 43%

Latvijas Tirdzniecibasbanka 43%
Latvijas Krajbanka I 57%
Hipoteku banka I 57%
Parex banka I 57%
SMP banka I 57%
57%
57%
57%

VEF banka

Trasta komercbanka

Danske banka
SEB I 1%
Rietumu banka I 71%
Regionala Investidju banka I 1%
DnB Nord I 1%
Norvik banka I 86%
Latvijas Biznesa banka 86%

Swedbank 00%
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Higher figures represent better results

Detailed testing results
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Bank SWIFT code provided in the website (within ) . 0 R R A I O
one click from homepage)
Information about cash dispensers’ (ATMs’) il lalal sl olalal ctalalalal o lalel |,

location available

Bank’s currency conversion rates accessibleonline | + | + | + | + | + [+ | + |+ [+ |+ |+ [+ |+ [+ [+ ]|+ [+ ]|+

Official currency conversion rates accessibleonline | - | + | - [+ | - [+ |+ |+ | - |- [+ [-|-|+]-|+|+[+
Historical currency rates provided L I S I B (O I I BT I IR B B I I
Bank news feed is present on the public website o I IR A IEPR R NS S IR S IS (R NSO I (AR IS (R S
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Commentary

Banks tend to fail showing agreements that customer has signed with the bank.
Swedbank is the only bank that does provide the agreements.

Banks tend not to show SWIFT code on the first page of their websites, in most of the
cases the user has to make at least 2 clicks to find it. VEF banka is the only bank that has
this information in the first page.

Historical currency exchange are usually available, some banks offer it only trough IBS.

In the list of ATM’s in the home page of Rietumu banka the branch in Jelgava is
mislabelled — it is called “Jelgava nod|a” instead of “Jelgavas nodala”.

Gulbene
HB Gulbenes nodala Rigas iela 47 Diennakts
uB SEB Unibanka filidle Czolu iela 1 Ciennakts
Iecava
HE Iecavas norékinu grupa Skolaz iela 4 Diennalts
8] = velkals "Mawima" Rigaz iela 27 Diennalts
Jaunpils

g g "Alejs", pils, [y, y
HEB Alejs =] .Jau_n|_,|| ' Diennalts

Tukuma raj.

Jelgava
HB Jelgalras nedla Lielaj3 iela 12 Diennalkts
UB SEE Unjbanka filidle Alcadémijas isla 3 Diennaldts
UB Tirdzniecibas centrs "Arka" Erivibas bulv. 1a Diennakts
ug veikals "Bravo" Liels iela 18 Diennakts
UB Lielveikals "Rondo” Lield iela 43 Diennakts
Ug Rajona padome Pasta iela 37 Diennakts
uB veikals "PErnava” PErnavas iela 4i Diennakts
(0] = veikals "Mawxima" Rigaz iela 11a 3-24

It is very difficult to find SWIFT code in the website of Trasta Komercbanka. One had to
look through Search option. And even then it displays results in Russian. Through usual
clicking on about us and requisites, SWIFT did not show up.

1 HWuTepher-bank Trast.Net
C noMowek Trast.Met Baw KoMNeTep NpeEpalaeTcA B KPYTNOCYTOYHO OTKPLITHIA dunran Bawero
BaHka. B pacueTHOW WHTepHeT-cucTeMe TKE Bul MOXeTe C...

z HMuTephet-bDank Trast.Net
C nomowsi Trast.Met Baw KoMNLOTep NPeEpalaeTca B KPYTN0CyTOYHO OTKPLITHIA dunran Bawero
BaHKa. B pacueTHOW WHTepHeT-cucTeMe TKB Bel MOXeTe C...

3 HMuTepher-bank Trast.Net
C nomows Trast.Met Baw KoMNbOTEp NPeEPaWasTca B KPYTAOCYTOYHO OTKPLITHIA dunuran Bawero
EaHKka. B pacyeTHOH WHTepHeT-cucTeMe TKB Bul MOMeTe C...

4 HMuTepueT-6adk Trast.Net
C nomows Trast.Met Baw KoMNbOTEp NPeEPaWasTca B KPYTAOCYTOYHO OTKPLITHIA dunuran Bawero
EaHka. B pacyeTHOA wHTepHeT-cucTeMe TR Bul MoxeTe C

EKBMIUTH
AQ "TRASTA KOMERCBAMKA" EQuHbIi perMcTPaUMoHHEIA HoMep 40003029667 HoMep cyeta B Badke
0161481 SWIFT kog KBRBLVZ2X...

3 PekBHIWMTH
AOQ "TRASTA KOMERCBAMKA" EAMHLIN parMCTPaLMOHHLIR HoMep 40002029667 HoMap cuaTa B BaHke
Nateww 700161481 SWIFT kog KBRBLV2X...
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e Danske bank provides a good example of historical currency exchange rate information
mapping, they are shown also in graphical form, which customers can use to see general
trends in the movement of these exchange rates.

Valltas kursa grafiks
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e In the Baltikums currency page is missing current day's date. Visitor has to assume that
these rates are really updated at particular day.

i Par grupu Kalkulatori Jaunumi Englis [me

. Par banku Cenradis Kontakti P

Baltikums Dokumenti
Banka

=]

Kalkulatori

valutu kalkulators -
Valdtu kalkulators
Bezskaidras naudas kursi

Bezskaidras naudas kursi

Skaidras naudas kursi
Banka perk valitu  Banka parded Banka perk USD  Banka parded USD  Banka pérk EUR  Banka pardod EUF
par LVL

Latvijas Bankas noteiktais valitas kurss valiitu par LVL par valitu par valitu par valitu par valitu
redity Kalkulatort AUD 0.4215 0.4301 1.0404 1.0614 1.6264 16771
cap 0.4358 0.2422 1.0073 1.0277 1.5756 1.6240
Depozitu kalkulators CHF 0.4308 0.4395 1.0180 1.0386 1.5923 1.6417
. DKK 0.0823 0.0962 45968 a.7817 7.3454 7.5732
Fondu lealkulatort EEK 0.0442 0.0458 5.8540 10,0530 15.4120 15.8880
EUR 0.6981 0.7086 0.6266 0.6458 1.0000 1.0000
GBP 0.8726 0.9005 0.501806 0.51219 0.7850 0.8091
B% 0.004069 0.004217 106.1700 108.2100 166.0600 171.1800
Kreditkart LTL 0.1996 0.2081 2.1744 2.2214 3.4011 3.5101
- ” NOK 0.0862 0.0886 5.0852 5.1434 7.8138 8.1677
kreditu RUB 0.0150 0.0193 23.148148 23640661 35.8203 37.3370
» SEK 0.0736 0.0760 5.9350 6.0570 5.2834 95712
uAH 0.0750 0.0887 5.0592 5.6448 7.8972 8.9373
usp 0.4422 0.2522 1.0000 1.0000 1.548467 1.595814
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Estonian banks

Other services functionality in Estonian banks

AVERAGE l 60%

Handelsbanken I 29%
DnB NORD I 43%
Parex pank I 43%
Nordea I 57%
Marfin pank I 57%
Krediidipank I 57%
Tallinna Aripank I 71%

Sampo pank I 71%

SEB pank 71%

Swedbank 00%

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

Higher figures represent better results

Detailed testing results
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Client’s agreements with bank accessible online -+ - PO IR ) (Vi
Bank SWIFT code provided in the website (within one click from homepage) Sl -]+ Lo I IS T (R S
Information about cash dispensers’ (ATMs’) location available RN T ) I I I 2 I
Bank’s currency conversion rates accessible online +l e+ + ]+ [+ +]+]+
Official currency conversion rates accessible online +l+ |+ +]- + |+ |+
Historical currency rates provided O R IS I R R I
Bank news feed is present on the public website R I B e S S B B T
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Commentary

Banks consider news important, so all the latest is available in front page.
Banks tend not to show agreements made between bank and customer.
SWIFT code is usually located within one click from the first page of the website.

Banks tend to show currency exchange rates as well as official exchange rates set by the
Bank of Estonia.
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13. Mobile banking

Testing Functionality Mobile Banking

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

WAP banking asumptions

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

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

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

SMS banking asumptions

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

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

Mini Opera mobile browser was selected for compatibility testing as one the leaders in mobile
browsers area. We plan to add more mobile browsers into compatibility test as new software is
introduced into the market (e.g. iPhone mobile Safari browser).
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13.1 Overall results of mobile banking test

Lithuanian banks

Overall Mobile banking results for Lithuanian banks
AVERAGE l 36%
Ukio bankas I 20%
Bankas SNORAS I 27%
Medicinos bankas I 28%
Danske bankas I 28%
Siauliu bankas I 29%
Nordea | I 33%
Parex bankas I 33%
DnB NORD I 36%
SEB bankas 62%
Swedbank 65%
0% 10%  20%  30%  40%  50%  60%  70%  80%  90%  100%

Higher figures represent better results
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Latvian banks

Overall Mobile banking results for Latvian banks

AVERAGE

|51%

VEF banka

Latvijas Tirdzniecibasbanka
Komercbanka Baltikums
Rietumu banka

Regionala Investidju banka
Privatbank

Danske banka

Nordea

SMP banka

Trasta komercbanka

GE Money bank

Latvijas Biznesa banka
Latvijas Krajbanka
Hipoteku banka

DnB Nord

SEB

l 25%
I 36%
| 38%
| a1%
| a2%
I 42%
| a2
' | a6%
| a6%
I 46%
| 53%
| 53%
| 59%
I 59%
] 61%

Lsa%

Parex banka

Es%

Norvik banka

Swedbank
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Higher figures represent better results
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Estonian banks

Overall Mobile banking results for Estonian banks

AVERAGE I 19%
DnB NORD 0%
Handelsbanken 4%
Parex pank I 4%
Tallinna Aripank ! 8%
Marfin pank I 8%
Sampo pank | |16%
Krediidipank I 26%
Nordea 31%
SEB pank 40%
Swedbank 54%

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

Higher figures represent better results
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13.2 WAP banking functionality results

Lithuanian banks

WAP banking functionality in Lithuanian banks

AVERAGE I 17%

Ukio bankas [| 0%
Bankas SNORAS | 0%
Medicinos bankas | 0%
Danske bankas | 0%
Siauliu bankas [ 0%
Parexbankas [ 0%
DnB NORD 0%
Swedbank I 56%
Nordea I 58%

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

Higher figures represent better results
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Detailed testing results

Criteria

Bankas SNORAS
Danske bankas
DnB NORD

Medicinos bankas
Nordea

Parex bankas

SEB bankas
Siauliu bankas
Swedbank

Ukio bankas

Subscription & Service Management

WAP service is activated by default

It is possible to activate WAP service by visiting branch

It is possible to activate WAP service from IBS

+|+ [+
+|+ [+

It is possible to deactivate WAP service from IBS

Printable version of agreement is available on the public website

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

WAP service is activated by default

]+

+|+ |+
++ ]+

Information

Current account balance information

It is possible to see an account number

Transaction history available

++ |+
++ |+
++ |+

Currency exchange rates are available

It is possible to see information from the stock exchange

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

Transactions

Transfer money between user’s accounts

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

It is possible to create a local money transfer template

It is possible to create an international money transfer template

Setting automatic payments

Pre-defined payment triggering

It is possible to cancel money transfer

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Pre-paid mobile account refill (2 largest provides)

It is possible to buy and sell stocks

Help system

Service description available on the public website

Printable version of service description is available on the public website

List of frequently asked questions available on the public website

Security measures

Security measures of service described on the public website

Session time out is present

4

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

WAP login data is the same as for e-banking

+|+]+
++|+]+]+
++|+]+]+

It is possible to change user login data

Changing daily transaction limits

It is possible to block a payment card

It is possible to unblock a payment card
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Commentary

e Only 3 banks offer WAP services and in general the level of functionality is not very high.
e Services provided by banks that do have such solution are quite similar.

e Even though Nordea has a functional and convenient WAP solution, it might not be an
advantage at all. This is because in their public website, under instructions for WAP, they

give the address of the ordinary IBS (https://netbank.nordea.lt) instead of the real WAP
address (https://mobile.nordea.lt).

Nordea mohiliosios bankininkystés paslaugu saragas yra
nuolat tobulinamas ir papildomas naujomis funkcijomis,

Kaip prisijungti?
Tai labai paprasta:

» jums reikia jsitikint ar teisingai jvesti 10sy mobiliojo rysio
operatoriaus WaP (GPRS) nustatymai;

mobiliojo telefono meniu pasirinkite interneto narsykle (Zr.
mohiliojo rygio telefono vartotojo vadove);

WP nardyklés adreso Ta
https: / fnetbank.nordea.lt

clyje Iveskite nuoroda
aktyvuokite ja;

o [Soomekdta ==Y ps: f /netbank.nordea.lt) savo
telefone.
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e The descriptions of the WAP service are inaccurate and even misleading in the public
website of Nordea. First, it is stated that the password card has 80 passwords and will be
automatically changed when 60 of them will be used. However, the correct numbers are
120 and 90. Secondly, there is a link to frequently asked questions about the WAP.
Nevertheless, it redirects to frequently asked questions about the IBS and has absolutely
nothing to do with mobile banking services.

Patikima ir saugu

Mordea mobiliosios bankininkystés paslaugos pasigymi
saugumu, patogumu ir patikimumu, Pasirase Mordea
elektronines bankininkystes sutart, 10s gausite unikaly kliegto
numetrj ir atnaujinama, slaptazodzZiy lentele, kuria sudar
unikaliy slaptazodZiy. Kiekviena karta jungiantis prie Mordes
rmobiliosios ar internetings bankininkystés, I0s turésite jvesti
savo kliento numerj ir kita nepanaudota slaptaZodi
(eiliskurmo tvarka), Ivedus neteisinga informacija tris kartus,
i8limas | programa uEsiblokuos,

Lvedu slaptaZodi, nauja slaptazodZiy lentela bus
iZspausdinta ir iSsigsta Jums adresu, kur nurodete sutartyje.
Maujaja, slaptaZodZiy lentele galite pradet naudoti i2 karto ja,
gave, Maujoje lenteléje bus nurodyta senosios slaptagodziy
lenteles galiojimo pabaigos data,

Morédami patvirtink mokejimo pavedimus, naudokite raidémis
pazymetus slaptaZfodZius, esandius lentelés apadioje.

Pasirapinkite, kad Jasu kliento numeris ir slaptaZodZiu
lentelé nebity prieinami kitiems asmenims. Melaikykite
kliento numerio ir slaptaZodZiu lentelés kartu!

MNordea mobiliosios bankininkystés paslaugy saugurnas yra
uzZtikrinamas skaitmeniniu sertifikatu ir WaP saugumo
standartu WTLS (Wireless Transport Layer Sacurity), Wap
paslauga prieinama naudojantis GPRS ar 3G rydiu,

mmmi klausimai apie Mordea mobilia)

ininkyst
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Latvian banks

WAP banking functionality in Latvian banks

AVERAGE I 9%

Danske banka || 0%

Latvijas tirdzniecibas banka | 0%
Komercbanka Baltikums | 0%
SMPbanka || 0%

VEF banka || 0%
Trastakomercbanka [| 0%
Regionalainvesticijubanka || 0%
Privatbank || 0%

Rietumu banka || 0%

DnB NORD 0%

Hipoteku banka [ 0%

GE Money Bank | 0%
Parexbanka || 0%

Norvik banka || 0%

Latvijas Krajbanka || 0%

SEB banka I 7%

Latvijas Biznesa banka I 54%
Nordea 56%
Swedbank 62%

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

Higher figures represent better results
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Detailed testing results

Criteria

Danske banka
DnB NORD

GE Money Bank
Swedbank

Hipoteku banka

Komercbanka Baltikums

Latvijas Biznesa banka

Latvijas Krajbanka

Latvijas tirdzniecibas banka

Nordea

Norvik banka
Parex banka

Privatbank

Regionala investiciju banka

Rietumu banka
SEB banka

SMP banka

Trasta komercbanka

VEF banka

Subscription & Service Management

WAP service is activated by default

It is possible to activate WAP service by visiting branch

It is possible to activate WAP service from IBS

+ 4|+

+ 4+

++ [+

It is possible to deactivate WAP service from IBS

Printable version of agreement is available on the public
website

+

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

Service fee information available on the public website

o

Information

Current account balance information

It is possible to see an account number

Transaction history available

Currency exchange rates are available

[+ +

It is possible to see information from the stock
exchange

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

Transactions

Transfer money between user’s accounts

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

It is possible to create a local money transfer template

It is possible to create an international money transfer
template

Setting automatic payments

Pre-defined payment triggering

It is possible to cancel money transfer

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Pre-paid mobile account refill (2 largest provides)

It is possible to buy and sell stocks

Help system

Service description available on the public website

Printable version of service description is available on
the public website

List of frequently asked questions available on the
public website

Security measures

Security measures of service described on the public
website

Session time out is present

Necessity to authorize with custom password

Necessity to enter code from code card/generator to
execute any transaction

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

WAP login data is the same as for e-banking

It is possible to change user login data

Changing daily transaction limits

It is possible to block a payment card

It is possible to unblock a payment card
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Commentary

e  Only 4 banks offer a WAP solution.

e Nordea provides a good example of how to create a WAP solution that is maximally
functional and alike the one in the IBS. They offer not only the basic function of
transferring money locally, but also internationally and it can be delayed.

e Swedbank provides a good example by allowing predefined payment triggering; this is
very handy if one needs to transfer some money to someone often.
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Estonian banks

DnB NORD
Handelsbanken
Parex pank
Tallinna Aripank
Marfin pank
Sampo pank
Krediidipank
SEB pank

Nordea

Swedbank

0%

0%
0%
0%
0%
0%
0%
0%

10%

20%

30%

40%

WAP banking functionality in E stonianbanks

AVERAGE I 16%

I 48%
55%
58%

50% 60%

70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

DnB NORD

Handelsbanken
Krediidipank
Marfin pank

Nordea

Parex pank
Sampo pank
SEB pank
Swedbank
Tallinna Aripank

Subscription & Service Management

WAP service is activated by default

It is possible to activate WAP service by visiting branch

It is possible to activate WAP service from IBS

+|+ [+
+|+

It is possible to deactivate WAP service from IBS

Printable version of agreement is available on the public website

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

WAP service is activated by default

]+

++]+
++|+

Information

Current account balance information

It is possible to see an account number

Transaction history available

++ |+
++ |+

Currency exchange rates are available

It is possible to see information from the stock exchange

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

Transactions

Transfer money between user’s accounts

It is possible to make a local money transfer

It is possible to make a delayed local money transfer

It is possible to make an international transfer

It is possible to make a delayed international transfer

It is possible to create a local money transfer template

It is possible to create an international money transfer template

Setting automatic payments

Pre-defined payment triggering

It is possible to cancel money transfer

Currency conversion is available

Utility payments (water)

Utility payments (heating)

Utility payments (electricity)

Mobile phone service payment (2 largest providers)

Pre-paid mobile account refill (2 largest provides)

It is possible to buy and sell stocks

Help system

Service description available on the public website

Printable version of service description is available on the public website

45

List of frequently asked questions available on the public website

Security measures

Security measures of service described on the public website

Session time out is present

Necessity to authorize with custom password

Necessity to enter code from code card/generator to execute any transaction

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

WAP login data is the same as for e-banking

+ [+ ]+

It is possible to change user login data

Changing daily transaction limits

o
+
a5

It is possible to block a payment card

It is possible to unblock a payment card
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13.3 SMS banking functionality results

Lithuanian banks

SMS banking functionality in Lithuanian banks

AVERAGE l 8%
Nordea [0%
Ukio bankas ' 24%
Medicinos bankas I 39%
Bankas SNORAS I 55%
DnB NORD I 55%
Danske bankas I 57%
SEB bankas I 57%
Siauliu bankas I 58%
Parex bankas 66%
Swedbank 67%

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

Higher figures represent better results
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Detailed testing results

Criteria

Bankas SNORAS
Danske bankas
DnB NORD

Medicinos bankas
Nordea

Parex bankas

SEB bankas
Siauliu bankas
Swedbank

Ukio bankas

Subscription & Service Management

SMS service is activated by default

It is possible to activate SMS service by visiting branch

a5

It is possible to activate SMS service from IBS

a5

It is possible to deactivate SMS service from IBS

Printable version of agreement is available on the public website

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

Service fee information available on the public website

+

++ |+

e E A
||+ ]+
||+ ]+
||+ ]+

Information

Current account balance information

a5

It is possible to see an account number

Currency exchange rates are available

Last transaction details are available

|+ +

+
|+ +]+
|+ [+ +
|+ [+ +

Transactions

Transfer money between user’s accounts

'
'
+
'

+
'

Pre-defined payment triggering

Mobile phone service payment (2 largest providers)

Pre-paid mobile account refill (2 largest provides)

Notifications

Possibility to order SMS notification when transaction has been completed

Account fund change notification

+
45

Notification about transactions triggered by automatic payment setting

Notification concerning contraction of balance of account to a certain level

Possibility to customize notifications

+ |+
+|+

Reminder on approaching payment

Reminder on approaching payment card expiration date

Possibility to customize reminders from IBS

It is possible to unsubscribe from SMS notifications/reminders by sending SMS

+
++ |+

Help system

Service description available on the public website

Service commands are described 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 commands description is available on the public website

+

[+ + [+

Security measures

Security measures of service described on the public website

Necessity to authorize with custom password

It is possible to change user login data

+|+[+

+|+ [+

.
++]+
+

It is possible to unblock a payment card

It is possible to block a payment card
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Commentary

e  Almost all banks provide basic functionality regarding sms services.

e None of the banks allow seeing the full account number. In some cases only part of the

account number is provided.

e Swedbank is the only bank to offer paying bills of mobile phone services and refilling pre-
paid mobile accounts. Moreover, it is the only bank reminding that the payment card will

expire soon. It is possible to conveniently control the service through IBS, which can
greatly facilitate the process:
Mobilus bankas = Mobilus bankas pagalba spausdinti

numeriu 1633 trumpaja Zinute MB+

Telefono numeris +370 69567444
Mokesciy saskaita LT307300010030532055

Blisena Fasywus

Pakeisti robilaus telefono numer| | Aksisakyti Mobilaus banko paslaugos |
Esami nustatymai:
Informacija Saskaita Suma Valiura
Mokéjimai
El. saskaity pateikimas Wisos

Pridéti naujus nustatymus:
Saskaitos likutis
Operacijos {ir saskaitos likutis SMS siuntimo momentui)
Valiuty kursai
Kortelés galiojimo pabaiga

El. saskaity pateikimas

Prideti naujg pranesimg

Démesio! Sutartis sudaryta. Dabar jis jau galite gauti informacija atsiunte j hanka nustatyto formato
uzklausa. Norédami aktyvuoti paslauga it gauti SMS vykus pasikeftimams ir/ar reguliariai, turfte issigsti

Sutarties salvgos
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e DnB NORD bankas in its public website publishes phone numbers that do not work
anymore. It is stated that SMS messages should be sent to either 1301 or +370 685
28028, however, the service does not work with these numbers. A representative of the
bank explained that now the customers should send SMS messages to phone number
1382.

Lengva naudotis

Kiekviena ménesj, atéje | banka, galésite gauti ataskaita apie per ménesj
i banko gautus atsakyrmus ir automatiEkus pranegimus, Taip pat galésite
gauti detalig ataskaita - gauty praneiimmy iZklotine, papildyti paraiskoje
nuradyty saskaity, mokéjimo korteliy sarasa, pakeisti telefono numer;,

e DnB NORD bankas SMS services is that the format of messages is confusing. It is difficult
to understand that the last parameter of SMS message is not a number (a number is
demonstrated in all of the examples in the website), but the abbreviation that user enters
when signing the agreement.

UZklausuy pavyzdZiai:

Tarkime, 1dsy slaptaZodis yra we==n,

Morédarni suZinoti sgskaitos, kurios kodas yra 1, likuti, sigskite uzZklausa;
LZ mx=xxll

Morédarni suZinoti paskutines 5 | sgskaita, kurios kodas yra 1, jskaitytas
sumas, siyskite uzklausa;

LZ mE=xxIl

Morédarni, kad Jums automatizkai bdty siundiami praneZimai apie
iskaityrmus | saskaita, kurios kodas yra 2, siyskite Zinute:

LEZ mE=ExAZ+

Jeigu nebenorite gauti automatizky pranesimy apie jskaityrmus | saskaita,
kurios kodas yra 2, siyskite Zinute:

LE mEEs=hzZ-

Morédarni suZinoti banko uZsienio waliutos pirkimofpardavinno  kursus,
siyskite:

LE mx=x=l

Jei norite banko uZsienio walivtos  pirkimmo/pardavinno  kursus  gauoti
autornatizkai kiekviena diena, siyskite:

LZ mExs=bB+

lei nebenorite;
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e There is incongruence in information in Swedbank public website and the IBS. The
message formats for paying for mobile telephone providers are different in the public
website and in the IBS. In general, the help in the IBS leaves an impression that it is out of
date and incomplete, because the information is not as complete as in the public website.

OMMI 79,62 112233
SIYSTI

Kaip apmokéti "Omnitel” ar "Bité" saskaita?

0 1% savo telefono trurmpuoju numeriu 1633 iEsigskite
SMZ Zinute OMNI ¥Y Mokétojo kodas arba
BITE ¥Y Mokeétojo kodas, kur vy reikia jrasyti
norima, makeélimo suma,

O Maokéjimo surma ne didesné nei 100 It Per dieng
galima atlikti ne daugiau kaip 1 mokéjima,

O IZ savo telefono trurmpuoju numeriu 1633 iEsiyskite

SME Zinute OMMNI YY Mokétojo kodas arba
BITE 79.62 69911111 BITE ¥Y Mokétojo kodas, kur v reikia jrasyti
SISTI norima, mokéjimo surma,

Caugiau informacijos teiraukités tel, 1884 arba parasvkite mums.

C@OK OmMI 7962 11 223?)

SIYSTI

MOK QMM TIE2 112233 MB mokejimas.
Omnitel. =Mokétojo kodas=lveskite mokejimo
pavadinima ir =20=slaptazodi

Pateikite mokéjima
Trurmpuoju numerig 1633 siyskite SMS Zinute, formatu:

MOk Mokejimo pavadinimas Mokétina suma Detalés

Mk oMM suma Moketojo kodas - mokejimas Ui
"Omnitel" paslaugas,

MOk BITE suma Mokétojo kodas - mokéjimas uZ "Bitd
Lietuva" paslaugas

Gausite prasyma atsiysti koda is slaptaZodziy kortelés
Jisy saugumui, papragysime nurodyti vieng slaptazod i
identifikavimo kody kortelg. |5 banko gausite SMS Zinute:

L LeT2e Mokéjirma pavadinimas Makating
suima LTL Detalés Iveskite mokejitmo pavadinima ir koddg
numeris slaptazodi
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Latvian banks
SMS banking functionality in Latvian banks
AVERAGE I 20%
Latvijas tirdzniecibas banka f{ 0% .
Komercbanka Baltikums || 0%
SMPbanka || 0%
VEF banka || 0%
Trastakomercbanka || 0%
Regionalainvesticijubanka | 0%
Privatbank || 0%
Nordea || 0%
Danske banka _I 5%
DnB NORD I 17%
Hipoteku banka I 18%
Rietumu banka I 21%
Latvijas Biznesa banka I 26%
GE Money Bank I 26%
Parexbanka I 37%
SEB banka I 50%
Norvik banka I 54%
Latvijas Krajbanka 59%
Swedbank 69%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

Danske banka
DnB NORD

GE Money Bank
Swedbank

Hipoteku banka

Komercbanka Baltikums

Latvijas Biznesa banka
Latvijas tirdzniecibas banka

Latvijas Krajbanka

Nordea

Norvik banka
Parex banka
Privatbank

Regionala investiciju banka
Rietumu banka

Trasta komercbanka

VEF banka

SEB banka
SMP banka

Subscription & Service Management

SMS service is activated by default

It is possible to activate SMS service by visiting branch

It is possible to activate SMS service from IBS

It is possible to deactivate SMS service from IBS

++]+ [+

[+

+|+ [+

+ 4|+ +

++]+ [+

++ |+
0

Printable version of agreement is available on the
public website

ax

+

o

+

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

Service fee information available on the public website

Information

Current account balance information

It is possible to see an account number

Currency exchange rates are available

Last transaction details are available

|+ +

[+ +

Transactions

Transfer money between user’s accounts

+

+

Pre-defined payment triggering

Mobile phone service payment (2 largest providers)

Pre-paid mobile account refill (2 largest provides)

Notifications

Possibility to order SMS notification when transaction
has been completed

Account fund change notification

Notification about transactions triggered by automatic
payment setting

Notification concerning contraction of balance of
account to a certain level

Possibility to customize notifications

Reminder on approaching payment

Reminder on approaching payment card expiration
date

Possibility to customize reminders from IBS

It is possible to unsubscribe from SMS
notifications/reminders by sending SMS

Help system

Service description available on the public website

Service commands are described 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 commands description is available
on the public website

Security measures

Security measures of service described on the public
website

Necessity to authorize with custom password

It is possible to change user login data

It is possible to unblock a payment card

It is possible to block a payment card
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Commentary

e Only half of the banks provide some functionality regarding SMS services.

e Banks that do provide SMS services tend to give quite extensive information on what is
available and how to use it.

e Parex offers a very easy way to enable the SMS service — just two fields has to be filled.

KLIENTS

Klients: AIVARE GUNITA
Komisijas konts:  wioa | ECTRON LWL LV4GPARX0003793723000 (317.78) ~

Mobila telefona numurs: ‘

Latvijas Mobilais Telefons -

Iszipu sapem3anas valoda: latvieEy

Dperators:,

e If a user from Hipoteku banka wants to apply for SMS bank in IBS, he or she can't do it
because of technical mistake. The warning tells us that the first letter of e-mail address
should be Latin letter; however, the e-mail address already has Latin first letter. The same
warning appears even if user does not require sending messages to e-mail. As result it is
impossible to apply for SMS banking from IBS.

Kludas pazinojums

E-pasta adreses identifikatora pirmajam simbolam jabat latinu burtam

Ludzu zipot man, ja:

sapemts maks3jums [7] regularais makssjums izpildits|
0 maksdjums noraidits = pieteikums noraidits
maksdjums izpildits = pieteikums izpildits

[] saraksta maksajums noraidits [7] sapemta atbilde uz pieteikumy
saraksta maksajums izpildits [F maksgjums izveidots

[C] walitas konvertdcija ar nosacijumu izpildita [E sanemts pazipojums

[[] valdtas konvertdcija ar nosacijumu
noraidita

lietotajs blokats

mainijugies valitas kursi

Sutit zinpojumus uz:
internetbanku
e-pastu

E-pasta adrese: |okinita182@inbox. v

sms

Kontakttdlrunis: |+37126120254 2
Operators: LNT

| Saglabat Atcelt
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in Russian.

While browsing and searching the Latvian version of web site of Latvijas Biznesa banka
and trying to find some information about SMS service, the search result is returned partly

u TERMINNOGULDLIUMA

KALKULATORS
LATVIJAS
BIZNESA BANKA

APREKIN,
PAR KADU SUMMU TU VAR PALELINAT SAVUS [ETAUPLIUMUS.

Intemetbanka Privatpersonam Korporativajiem klientiem Par banku

Konti un noguldijumi Maksajumu kartes ¥rediti

MekléSanas rezultati

Atrasti

OTUET. Teneps Bel elWE Gnicke

Mekigt 2. Internetbanka (3)
¥ Froduktos
¥ Jaunumes
¥ Pargjas lapas

Internetbanka lau|

riciba ir dators ar gumu Internet fiklam. Turklat visa informacija

k parraidita Bankai
000
000 ZVANIETMUMS

200 (09:00- & i dlists!
239 09:00-18:00 5. Vértspapiru dajas specialists/e (

67775888 e

1)
it

as sferd; Darba
naZanas; Dar

Ofpawaen Bawe EHUMaHIE Ha TO, 4TO NOCNE BHEAPEHUA HOBOH CUCTEMBI MIHTepHET-BaHK, ¥ HAac NoABMNaCk yonyra «3ms

e darb3 ar vértspapiriem ne mazi
finan3u un vértspapiru

perk  Pardod » ipasiBas

mekiét ok

Citi

15 ieraksti

it konta operdcijas neatkarigi no kKlienta atra$anas vietas vis3 pasaulg, javina
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Estonian banks
SMS banking functionality in E stonianbanks
AVERAGE I14%
Tallinna Aripank J{ 0%
Parex pank |{0%
Nordea [|0%
Marfin pank || 0%
Handelsbanken |{0%
DnB NORD }|0%
Sampo pank I 23%
Krediidipank |35%
SEB pank 40%
Swedbank 42%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

DnB NORD
Handelsbanken
Krediidipank
Marfin pank
Nordea

Parex pank
Sampo pank
SEB pank
Swedbank
Tallinna Aripank

Subscription & Service Management
SMS service is activated by default o= - -
It is possible to activate SMS service by visiting branch - -
It is possible to activate SMS service from IBS - -
It is possible to deactivate SMS service from IBS - -
Printable version of agreement is available on the public website - -
Service is available to clients of all mobile operators in a country - -
Service fee information available on the public website - -
Information
Current account balance information - |-
It is possible to see an account number - - -+
Currency exchange rates are available -t -F-=1-1T-=1-1T-7-
Last transaction details are available R
Transactions
Transfer money between user’s accounts N I
Pre-defined payment triggering -1 -1T-1T-1T-1-7T-1-
Mobile phone service payment (2 largest providers) - -T--1-1-1-1-
Pre-paid mobile account refill (2 largest provides) NN R L D R e
Notifications
Possibility to order SMS notification when transaction has been completed o R e I
Account fund change notification o I o B P I e S
Notification about transactions triggered by automatic payment setting EE I I +
Notification concerning contraction of balance of account to a certain level BN R R
Possibility to customize notifications T
Reminder on approaching payment - -T--1-1-1-1-
Reminder on approaching payment card expiration date S - -T-T-T-1-
Possibility to customize reminders from IBS I e
It is possible to unsubscribe from SMS notifications/reminders by sending SMS FO I D e
Help system
Service description available on the public website e P I O o o
Service commands are described on the public website -l - - -
List of frequently asked questions available on the public website R D I D I e
Printable version of service description is available on the public website FO I D e
Printable version of commands description is available on the public website FO I D e
Security measures
Security measures of service described on the public website B S
Necessity to authorize with custom password S -T-1-1T-1-T-1T-T-1-
It is possible to change user login data .
It is possible to unblock a payment card -1 -T-1-1T-1-1-1-
It is possible to block a payment card a1

++|+]|+]+

+ ]|+ +
]|+ ]+
]|+ ]+

+
+
+

45

[+ + [+

+|+

Commentary

e Only 4 banks have SMS related services.
e Service functionality is not very high in SMS related services.

e Two most commonly available functions are balance checking and notifications about
changes in balance.
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13.4 Mini Opera compatibility results

Lithuanian banks

Mini Opera compatibility results for Lithuanian banks

AVERAGE

Bankas SNORAS
Danske bankas
Siauliu bankas
Parex bankas
Ukio bankas
Medicinos bankas
Nordea

DnB NORD

SEB bankas

Swedbank

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

Higher figures represent better results

Detailed testing results

g
2| q < ”
< | O © I ©
iteri Olc|ale Ll ]
Criteria zZ|512]3 £ 8 5 2| &
w|lu|lQlSm|lal§ O | ©
slx|Z|S|le|(<|8|2[8|°
HER A EEHEEHEE
©
a|ld|la|z|z|&|G|x|&]D
Functionality
Possibility to login to IBS using Mini Opera - + [+ |+ + + [ +
Possibility to make a local transfer from IBS using Mini Opera = + [+ + + [ +

Commentary

e IBS that do not support Mini Opera tend to have the same fault — login is impossible,
which is considered as wrong login.

e Ukio bankas has problems with layout, when Mini Opera is used, but it does not creat
obstacles in using it.
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Latvian banks

Mini Opera compatibility results for Latvian banks

AVERAGE 82%
Danske banka

Rietumu banka

2 8 2
R RO

Latvijas Biznesa banka

Norvik banka 00%

SEB banka 00%
Latvijas Krajbanka 00%

Swedbank 00%

Latvijas tirdzniecibas banka 50%
Komercbanka Baltikums 00%
SMPbanka 00%
VEF banka 00%
Trasta komercbanka 00%
Regionalainvesticijubanka 00%
Privatbank 00%
DnB NORD 00%
Hipoteku banka 00%
GE Money Bank 00%
Parexbanka 00%
Nordea 00%

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

Higher figures represent better results

Detailed testing results

%’ 2
%) C
Elw 3 3
S| wn ©
X | = @ = <
=8| |8 8 c
Criteria ~ o|ld || T Zl e 3
T 5 <l o3| 8|E R o
< 2 Sl2|2|als Llw gle @
[= S|lc|§| ™o < =| @ ©
|| |~ S| N| S8 clZlx|sl2|c|l|E|l®
Qx| Olcls|g|@|¥|5 S &|s|2|5|2|<S|o|¥
o|C[5|8[€|(C|alulals S8 2|E|&|8|2|®
x|z S|elo|le|lo|s|lo|X|x|2]|8 a2 sl
v > olel=|=s[=|2|2|d|&||2 a | &
c | m |8 S22 2812|218 2| w
clclw||&(c|lR|E|lR|S|S|s|E|o|le|m|[S|C|w
Q0O |Z(Z|a|la|la|Z|Z|(ac|la|c|lE|vn|ln|+-|[>
Functionality
Posibility to login to IBS using Mini Opera + [+ |+ +H]+] - + |+ + St
Posibility to make a local transfer from IBS using N N ] il
Mini Opera
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Commentary

e  While browsing the IBS of Privatbank using Mini Opera the user can’t get an idea, what
the buttons do, since there are no text on them. The user might need to guess which
button to choose in order to submit a payment order to the bank, since there are two
buttons available, one offering to save the order, the other to execute it. Otherwise
functionality is the same as using the system from a computer.

e  While browsing the IBS of Latvijas Tirdzniecibas banka the user can see only a half of the
width of the page, the header is full, but not the body of the page. A payment form can
be filled, but the submission button is not visible.

e In the web page of Swedbank, in the FAQ section about WAP banking it is written that it
is impossible to use Mini Opera as the browser for remote banking, but an attempt to try
it was successful.

M Hansabanka

Swedbank

Meklst +|[ Lapas karte |

# Sakumlapa ¥ Par Hanssbanku # Hansa Lizings ¥ Hansa Fondi » Kontakti 3 Darba iespéjas

i privatpersonam [ AttSlinstie norékini f Internsetbankzs hanza.net f ¥ Banka [ Jautdjumi un athildes

: O~ Pievienoties internetbankai ¥ | i Cenradis

| Pievienoties hanza.net + |

Cik maksa WAP Bankas izmantoSana?
| Pieviencties Telehansa.net + | Far pakalpojuma izmantofanu komisijas maksas nav. Jdmaks3 tikai par GPRS datu
fiEs parraides izmantofanu (atkarTbd no operatora un GPRS pieslEéguma veida).
l'.-is: pakalpojumi vl

Kada ir komisija par maksajumu veikféanu WAP Banka?
Maksajumiem tiek piemércts Internetbankas cenradis.
Internetbanka hanza.net
K& lc|dt par lietotaju? Kadi dlenas un menesa limiti tlek uemtl vera?'
T ! gkalpojumu llguma

K& pieviencties
internstbankai?

Internetveikalu saraksts

Kapéc WAP Banka nestrada ar Opera Mini?

Drosiba, lietojot hanza.net Opera Mini neatbalsta S5L savienocjumu starp Opera Mini serveri un telefon

Firmie =ofi
Kas nepieciesams, fa 5 7
WAF Banka ir pizejama tl-<.EII no n'nc:l::lla]lem talrurlem izmantojot GPRS datu
e-relkini parraidi.

Farldkprogrammu prasibas

Jautdjumi un atbildes s resnisen ottt . A L
Ko nozimé £adi pazinojumi telefona: "Nav piekluves serverim’ , "Nav

WAP Banka atbildes no vartejas’, 'Mo gateway replay’, '"HTTP Error: 502 Bad
! ,
2 Jautdjumi un atbildes gateway'? o —
=5di pazinojumi telefond nozimé, ka telefona modelis vai telekomunilacijas
Syariga informacija kodu cperatora uzstadijumi iercbeio WAP Bankas listoZanu.

kalkulatoru listotdjiem
Internetbanks hanza.net
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Estonian banks

Mini Opera compatibility results for E stonianbanks

DnB NORD |{0%

SEB pank }|0%

Handelsbanken 50%
Parex pank 50%
Sampo pank 50%

Tallinna Aripank 00%
Marfin pank 00%
Krediidipank 00%
Nordea 00%

Swedbank 00%

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

Higher figures represent better results

Detailed testing results

< =
] ©
Criteria 2 |85 A
o) 2le|a Sl c| 5| o
2|B|c|8|2|o|c|a]|d
= 2lc|lo|<[8]8|S8
o|2|8|5|8|S|E|lal|els
c | o o <
SHEMEEE R EIRE
Functionality
Possibility to login to IBS using Mini Opera + |+ [+ |+ |+ ]+ -]+ ]|+
Possibility to make a local transfer from IBS using Mini Opera -] -] - + | +

Commentary

e Handelsbanken allows a user to log in, fill the transaction form, but the submit button
leads to the first page, not completing the transfer.

e Sampo pank informs the user that he is using a browser that is not supported and
complications may occur. Transaction is not executable.

e Transfer page of IBS of Parex pank, while browsing trough Mini opera appears white,
without any content.
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14. Clarity

Testing Functionality Mobile Banking

As it has been described in the Methodology section of the report, Clarity test aims to assess how
easy it is for the new users of the bank public website and IBS to find the needed information and
how overall website design complies with usability standards.

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

Clarity subcategories

In the public website In the Internet Banking System
5. Homepage 5. Banking operations

6. Page layout 6. Page layout

7. Navigation 7. Navigation

8. Text readability 8. Text readability

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

Clarity test results incorporate the evaluation of bank’s public website and internet banking system
by the selected parameters. Overall bank's clarity index is an average of all public website and
Internet Banking System's subcategories indexes.
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14.1 Overall clarity test results

Lithuanian banks

Overall clarity results for Lithuanian banks

Bankas SNORAS 51%
Medicinos bankas 60%
SEB bankas I_GO%
Siauliu bankas Iﬂ
DnB NORD I 68%
Swedbank 70%
Ukio bankas 71%
Danske bankas 72%

Parex bankas 73%

Nordea 75%

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

Higher figures represent better results
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Latvian banks

AVERAGE
Latvijas Biznesa banka
Privatbank

Danske banka

VEF banka

Latvijas tirdzniecibas banka
Rietumu banka
Komercbanka Baltikums
GE Money Bank

SEB banka

Norvik banka

Hipoteku banka
Regionalainvesticijubanka
DnB NORD

SMP banka

Swedbank

Parex banka

Trasta komercbanka
Latvijas Krajbanka

Nordea

Overall clarity results for Latvian banks

47%

I 49%
lsz%

|_53%

lis%

| 56%

58%
60%

l61 %

62%

63%

63%

La4%

L66°n

0%

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

Ii7%
|_7o%

70%

72%
72%

80% 90% 100%

Higher figures represent better results
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Estonian banks

Overall clarity results for Estonian banks

Swedbank 63%
DnB NORD 65%
SEB pank 65%
Handelsbanken I_69%
Tallinna Aripank I 70%
Marfin pank 72%
Nordea 77%
Parex pank 77%
Sampo pank 78%
Krediidipank 79%

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

Higher figures represent better results
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14.2 Public website clarity

Lithuanian banks

AVERAGE

Bankas SNORAS
SEB bankas
Medicinos bankas
Siauliu bankas
DnB NORD
Nordea
Swedbank

Ukio bankas
Danske bankas

Parex bankas

Public website clarity results for Lithuanian banks

77%
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Higher figures represent better results
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Detailed testing results
T
25l 15| || |
. . (@) c o © wn | X Fal
Criteria ZI3|2]| s ?‘j S5 %;
w|lw|Q|E|le|3]|5|2|8|s
Sl¥|ZlE8|18 | x|2|2|o|2
c| c|a 8 S| Y9 lpn|3]|2Q].0
&858z |2|&|8|3]|3|3
Homepage
Possibility to access homepage from any page on the site S+ |+ - + |+
All major options are visible on the homepage - £+ |+ + |+
Limited amount of text in text blocks on the homepage + S+
Page layout
Important items at top center |+ ] -+ +[+]+]-]+
No mistakes in item alignment ++ [+ - [+ +]+]+]+]|+
Moderate white space ++ |+ [+ |+ -|+[+]+
Appropriate text line lengths (~75 characters) B I ) e
No horizontal scrolling bar on standard resolution (1024x768) EN S T N T T I S
Navigation
Navigation elements are differentiated (different menu levels look different) + |+ |+ ]+ |+ + |+ [+ ]+
Primary navigation menus in the left panel + | - |+ + [+ + |+ ]+
Active menu item is highlighted + |+ [+ - |+ + |+ [+ ]+
No links lead to a currently opened page - - -] - - B
Text links change (highlight, underline etc.) on mouse over - - |- S I I e
Image links appear clickable (on mouse over hand icon appears) SRR + - -|+]+
Text links are self explanatory + [+ |+ + [+ - +]+]+
Links look different depending on what they do (new window, download file etc.) B A O I R e
Link names match with their destination page'’s title or heading +(+ |+ -+ ]+ -]+]-]-
Breadcrumb navigation S+ ] - + [+ -]+ ]+
Site Maps (show at least two levels of navigation) + [+ |+ B
Text readability
Unique and descriptive headings ++ |+ |+ [+ ]+ [+ ]+ ]+]+
Important data is highlighted + |+ [+ [+ ]+ |+ [+ +]+]+
High contrast between text and backgrounds + |+ [+ |+ ]+ |+ ]+ ]+ +
Limited amount of text in text blocks on the page B T T e
Bold text used sparingly + |+ [+ -T+[+T+]+T+1+
Descriptive row and column headings + |+ |+ + |+ 1+ +]+]+
Descriptive page titles + |+ [+ ++[+T-]+T+1+
Familiar fonts + |+ [+ T+ 1+ -1+ -
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Latvian banks

Public website clarity results for Latvian banks

AVERAGE

| 65%

Latvijas Biznesa banka
Privatbank

Danske banka

Rietumu banka

GE Money Bank

Latvijas tirdzniecibas banka
VEF banka

Komercbanka Baltikums
Regionalainvesticijubanka
DnB NORD

Parex banka

SMP banka

Norvik banka

Hipoteku banka

Trasta komercbanka

SEB banka

Latvijas Krajbanka

Swedbank

Nordea

0% 10% 20% 30% 40%

| 44%
e
|51
-
| 6%
| 58%
| sa%
Lo
| 67%
| 69%
| 70%
I 71%
-
I73%
I 74%
| 74%
-
80%
86%

50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

Danske banka
DnB NORD

GE Money Bank

Hipoteku banka

Komercbanka Baltikums

Latvijas Biznesa banka

Latvijas Krajbanka

Latvijas tirdzniecibas banka

Nordea

Norvik banka

Parex banka

Privatbank

Regionala investiciju banka

Rietumu banka

SEB banka

SMP banka
Swedbank

Trasta komercbanka
VEF banka

Homepage

Possibility to access homepage from any page on
the site

S

+

S

45

All major options are visible on the homepage

Limited amount of text in text blocks on the
homepage

Page layout

Important items at top center

No mistakes in item alignment

Moderate white space

+|+

++]+
c

Appropriate text line lengths (~75 characters)

+ |+

No horizontal scrolling bar on standard resolution
(1024x768)

+ |+ +

+ |+ +]|+]+

S

+ | +|+]|+]+
+ | +]|+]+

Navigation

Navigation elements are differentiated (different
menu levels look different)

Primary navigation menus in the left panel

Active menu item is highlighted

+|+] +

+|+] +

+|+] +

+|+| +
+|+] +
+
+|+| +

No links lead to a currently opened page

++[+] +

+ |+
:
‘
.
.

Text links change (highlight, underline etc.) on
mouse over

+ |+ +]+] +

a

+
4
+
+

Image links appear clickable (on mouse over hand
icon appears)

L

Text links are self explanatory

a5

Links look different depending on what they do
(new window, download file etc.)

Link names match with their destination page’s
title or heading

Breadcrumb navigation

an

b

Site Maps (show at least two levels of navigation)

+

a

+

L

Text readability

Unique and descriptive headings

45

Important data is highlighted

b

b

High contrast between text and backgrounds

+|+]+

++]+

+|+]+
+ |+
+|+]+

Limited amount of text in text blocks on the page

Bold text used sparingly

Descriptive row and column headings

]+ +]+]+

Descriptive page titles

Familiar fonts

+|+]+]+

++ [+ +

w4+ +]+]+

+ ][+

+|+|+]+]+]+

+ |+ +]+

w4+ +]+]+

++] ]+

]+ +]+

4|+ +
+ [+ +]+
4|+ +]+
++]+]+
+ [+ +]+
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Estonian banks

Public website clarity results for Estonian banks

AVERAGE 74%
Handelsbanken 58%
DnB NORD 63%
SEB pank ES%

Marfin pank 69%

Swedbank 73%

Sampo pank 77%

Tallinna Aripank 78%

Nordea 82%

Krediidipank 83%

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

Higher figures represent better results
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Detailed testing results
- 4
. . % Acz ~ Acé _é
Criteria % é g § . g = x f‘% i
Z|lo|B|lc| o Ol | Q| c
2|E|8|5|E|E|E|x|B|E
SEE G B E
Homepage
Possibility to access homepage from any page on the site R B -
All major options are visible on the homepage - | - B +
Limited amount of text in text blocks on the homepage + | - + + |+ |+
Page layout
Important items at top center + |+ |+ |+ |+ + [+ [+ ]+
No mistakes in item alignment |+ |+ [+ [+ +]+
Moderate white space + |+ -+ |+ + |+ [+ +
Appropriate text line lengths (~75 characters) B e
No horizontal scrolling bar on standard resolution (1024x768) - F2 ] -]+
Navigation
Navigation elements are differentiated (different menu levels look different) i + |+ + | + + | +
Primary navigation menus in the left panel + | + | - + |+ + [+ ]+ ]+
Active menu item is highlighted + |+ |+ + |+ [+ +]+]+
No links lead to a currently opened page - S I i ) B
Text links change (highlight, underline etc.) on mouse over + | - |+ N
Image links appear clickable (on mouse over hand icon appears) + |+ |+ + |+ + |+ ] +]+
Text links are self explanatory + -]+ -+ - -
Links look different depending on what they do (new window, download file etc.) SO S ) I B S R B R
Link names match with their destination page’s title or heading + -]+ + 4 - -] -]+
Breadcrumb navigation -1+ + |+ [+ |+
Site Maps (show at least two levels of navigation) BN i ) I ) I )
Text readability
Unique and descriptive headings + |+ |+ S o+ +
Important data is highlighted S+ |+ + |+ 1+ +]+]+
High contrast between text and backgrounds + | + | - + |+ ++]-]+
Limited amount of text in text blocks on the page N + [+ -+ +]+
Bold text used sparingly + |+ [+ T+ [+ |+ [+ ]+
Descriptive row and column headings + |+ |+ + |+ |+ +]+]+
Descriptive page titles + + - - -]+
Familiar fonts s+l + |+ +T+]+T+1+
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14.3 Internet banking system clarity results

Lithuanian banks

IBS clarity results for Lithuanian banks

AVERAGE 56%
Bankas SNORAS 49%
Ukio bankas 51%
Swedbank 52%
Danske bankas 53%
Parex bankas 53%
Siauliu bankas —I 56%
DnB NORD I 56%
Medicinos bankas 58%
SEB bankas 65%
Nordea 65%

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

Higher figures represent better results
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Detailed testing results

Criteria

Bankas SNORAS
Danske bankas
DnB NORD

Medicinos bankas

Nordea

Parex bankas
SEB bankas
Siauliu bankas
Swedbank
Ukio bankas

Banking Operations

Number of steps needed to complete operation clearly visible

Radio buttons are used for selecting one out of two choices

+

Check Boxes are used for multiple selections

+|+

Example values are displayed in form fields

Cursor is placed in the first data entry field

+
a*
+

Fields with incorrectly entered values are highlighted

Page layout

Items on a page are aligned

Moderate white space

Appropriate text line lengths (~75 characters)

No horizontal scrolling bar on standart resolution (1024x768)

+ 4|+

Navigation

Navigation elements are differentiated (different menu levels look different)

Primary navigation menus in the left panel

Active menu item is highlighted

No links lead to currently opened page

Text links change (highlight, underline etc.) on mouse over

Image links appear clickable (on mouse over hand icon appears)

Links look different depending on what they do (new window, download file etc.)

Link names match with their destination page’s title or heading

Breadcrumb navigation

Text readability

Important data is highlighted

High contrast between text and backgrounds

Bold text used sparingly

Descriptive row and column headings

++ [+ +

++ ]+ +

+H [+ +

++|+|+

++]|+|+
++|+|+
++|+|+
+|+|+|+

Descriptive page titles

Familiar fonts
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Latvian banks

AVERAGE

VEF banka

SEB banka

Latvijas tirdzniecibas banka
Privatbank

Latvijas Biznesa banka
Norvik banka

Danske banka

Hipoteku banka
Swedbank

Komercbanka Baltikums
Rietumu banka
Regionalainvesticijubanka
DnB NORD

Nordea

SMP banka

GE Money Bank

Latvijas Krajbanka

Trasta komercbanka

Parex banka

IBS clarity results for Latvian banks

| 57%

0%

10% 20% 30% 40%

l 7%
| a9%
| a9%
I 51%
| s51%
1%
-
-
| 55%
| 55%
I 59%
| s9%
59%
59%
| 60%
| 65%
| 66%
67%

——

69%

50% 60% 70% 80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

Danske banka
DnB NORD

GE Money Bank

Hipoteku banka

Komercbanka Baltikums

Latvijas Biznesa banka

Latvijas Krajbanka

Latvijas tirdzniecibas banka

Nordea

Norvik banka

Parex banka

Privatbank

Regionala investiciju banka

Rietumu banka

SEB banka

SMP banka
Swedbank

Trasta komercbanka
VEF banka

Banking Operations

Number of steps needed to complete operation
clearly visible

Radio buttons are used for selecting one out of
two choices

Check Boxes are used for multiple selections

Example values are displayed in form fields

Cursor is placed in the first data entry field

Fields with incorrectly entered values are
highlighted

Page layout

No mistakes in item alignment

Moderate white space

Appropriate text line lengths (~75 characters)

No horizontal scrolling bar on standard resolution
(1024x768)

+ |+ +]+

Navigation

Navigation elements are differentiated (different
menu levels look different)

+

+

e

+

Primary navigation menus in the left panel

Active menu item is highlighted

+|+

+|+

+|+

+]+

+|+

No links lead to a currently opened page

Text links change (highlight, underline etc.) on
mouse over

+ |+ +]+

Image links appear clickable (on mouse over hand
icon appears)

Links look different depending on what they do
(new window, download file etc.)

Link names match with their destination page’s
title or heading

Breadcrumb navigation

Text readability

Important data is highlighted

b

a5

High contrast between text and backgrounds

Bold text used sparingly

Descriptive row and column headings

]+ +

+|+

++ [+ +

|+ +

4]+ +
4] +]+
4]+ +
+|+

Descriptive page titles

Familiar fonts

+

+

L
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Estonian banks

IBS clarity results for Estonian banks

AVERAGE 69%
Swedbank 53%
Tallinna Aripank 62%
SEB pank l_63%
Parex pank I 65%
DnB NORD _]E%
Nordea '1%
Krediidipank I_75%
Marfin pank l_76%
Sampo pank 78%
Handelsbanken 79%

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

Higher figures represent better results
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Detailed testing results
- 4
% ~ | ~ §

Criteria 2| = § § f‘% é < |E|

% <3 c| 3| 2o s|8|¢e

2|E|8|5|E|E|E|x|B|E

SEE G B E
Banking Operations
Number of steps needed to complete operation clearly visible - - e - o e -
Radio buttons are used for selecting one out of two choices B N
Check Boxes are used for multiple selections + - + |+ -+
Example values are displayed in form fields - - N - -
Cursor is placed in the first data entry field + + - -+ +] -] -
Fields with incorrectly entered values are highlighted R e
Page layout
Items on a page are aligned + |+ |+ |+ |+ + |+ |+ |+
Moderate white space + |+ |+ |+ [+ ]+
Appropriate text line lengths (~75 characters) + |+ + |+ [+ -+ -f-]-
No horizontal scrolling bar on standart resolution (1024x768) B L T D T T
Navigation
Navigation elements are differentiated (different menu levels look different) + |+ |+ + |+ |+ |+ |+ ]+
Primary navigation menus in the left panel + + |+ |+ ] -] -+]-
Active menu item is highlighted + 5 + [+ + ] - +|+
No links lead to currently opened page BN I B
Text links change (highlight, underline etc.) on mouse over + | - H+ [+ -+ [+ -] -
Image links appear clickable (on mouse over hand icon appears) + |+ [+ |+ + [+ [+]+]+]+
Links look different depending on what they do (new window, download file etc.) + |+ [+ |+ ]+ +[+]-]-]+
Link names match with their destination page’s title or heading + |+ - |+ + |+ [+ +]+]|+
Breadcrumb navigation o -T-1T-1-T-1-7T-7-
Text readability
Important data is highlighted ++ |+ +[+]+[+]+]+]+
High contrast between text and backgrounds + |+ [+ |+ +[+[+]+]-]+
Bold text used sparingly wl+ x| +l+]+1+]+T+]+
Descriptive row and column headings + |+ [+ |+ |+ |+ [+ +]+]|+
Descriptive page titles - + = - - |+
Familiar fonts T+ |+ |+ +] +]+]++]+
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14.4 Individual test results for Lithuanian banks

Bankas SNORAS - 51%

Public website — 56%

Bankas SNORAS

Page layout 40%
Navigation I 55%
Text readability I 88%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Negative user notes

Higher figures represent better results

»  Excesive white space leads to horizontal scroll bar.

» No text link leading to the first page of the public website.

» Poor formatting of body text, combined with long paragraphs and wide text blocks makes

reading quite hard.

Internet banking system — 49%

Bankas SNORAS

Banking Operations 33%

Page layout

50%

Navigation

| 44%

Text readability

67%

0% 10% 20% 30% 40%

50% 60% 70% 80% 90% 100%

o

Higher figures represent better results

» If amount of to be transferred field is filled incorrectly, it is being highlighted.

Negative user notes

»  Although no obvious reason for that, a horizontal scroll bar is visible.

» Active menu item is not highlighted, which leads to difficulties to understand in which

place in the IBS user is.

» In the transfer page more information was expected, there is no information of how
many steps user has to take to transfer money as well as no example values in fields

necessary to fill.
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Danske bankas — 72%

Public website — 91%

Danske bankas

Homepage 100%

Page layout 100%
Navigation 64%

Text readability 100%

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

Higher figures represent better results

.
» Large variety of items present in the public web site.
»  Quick search section very convenient.
Negative user notes
» Too intense first page of the website.

»  Primary navigation panel, which is put on the top of the website makes the user to get
used to the particular layout.

» Many links don’t change on mouseover.

Internet banking system — 53%

Danske bankas

Banking Operations 33%
Page layout 50%

Navigation 44%

Textreadability I 83%

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

Higher figures represent better results

N iV rn
Body text line length inapropriately long.
Some pages are subject to horizontal scrolling bar.

Some of the links do not change on mouseover.

YV VYV V V

Transfer section lacks example values in mandatory fields, if more than one field is
wrongly filled, only one is being highlighted.
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DnB Nord - 68%

Public website — 88%

DnB NORD

Homepage 67%

Page layout 80%

Navigation 73%

Text readability l 100%

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

Higher figures represent better results

"

»  Links look differently, depending on what they do, for example, after each .pdf file an
icon shows that it is this specific file type.

N iv rn
»  Currently opened menu is still clickable.

» Occasionaly text lines are too long to be easely read.

Internet banking system — 56%

DnB NORD
Banking Operations 33%

Page layout 50%

Navigation 56%

| 83%

Text readability

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

Higher figures represent better results
Positiv rn
»  Prompt menu for quick access seems as a good idea.
Negative user notes
» Large white spaces makes an impression that not too many options available within the
IBS.
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Swedbank - 70%

Public website — 88%

Swedbank
a
Homepage 100%
Page layout 80%
Navigation | 73%
Text readability 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positiv rn

» Very consistent and good formatting within the public website, which makes the location
of information very easy.

N iv rn
»  The links differentiating private and corporate customers is located in the body of the

website, which would be the last place a user would expect it to be; furthermore, by
chosing the link for private customers, the user is redirected to a page about account

opening.

»  Links that do different things look identical.

Internet banking system — 52%

Swedbank
Banking Operations 17%
Page layout 75%
Navigation I 33%
Text readability l 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positiv rn

» Availability of breadcumb is appreciated by users.
Negative user notes

»  More information in the transfer page was expected, in particular example values in
mandatory fields, number of steps needed to complete the transfer.
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Medicinos bankas — 60%

Public website — 56%

Medicinos bankas

Homepage

Page layout 20%

Navigation I 55%

100%

Text readability

| 75%

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

70% 80% 90%  100%

Negativ rn

Higher figures represent better results

» Alignment of sections for private and corporate clients is inproportional.

»  Lists with bullet points inconsistently formatted.
» Bold text used excessively.

» Link names do not match headings of the respective page.

» Horizontal scrolling bar appears in some pages of the public website.

Internet banking system - 79%

Medicinos bankas

Banking Operations 17%

Page layout

Navigation I 56%

75%

Textreadability

| 83%

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

70% 80% 90% 100%

Negative user notes

» Text lines are very long, making it hard for a user to read.

Higher figures represent better results

» Very scanty transfer page — the cursor is not placed in the first field, error messages are
not highlighted, drop-down menu used for two choice options.
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Nordea — 75%

Public website — 85%

Nordea
Homepage 100%

Page layout 80%

Navigation 73%

| 88%

Text readability

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

Higher figures represent better results

Positive user notes

» Links are differentiated depending on what they do. Important to note, that it is not only
the case of links leading to .pdf files, but also to links that open in a new window.

Negative user notes
»  Some text blocks within the page are very large, thus making it hard to read them.

» The site map shows only one level by default. If a user opens the site map, he expects the
whole at once, since he knows what he is looking for ; therefore, the extentions that can
be chosen is perceived as inconvenient.

Internet banking system — 65%

Nordea

Banking Operations 33%

Page layout 100%

Navigation 44%

Text readability

| 83%

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

Higher figures represent better results

Positive user notes

» One of the rare banks that provide clear information of how many steps has to be taken
to complete a transfer and in which step the user currently is.

Negative user notes
»  Links do not change on mouseover.

»  No highlighting of wrongly entered field values and no example values shown.
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Parex bankas — 73%

Public website — 93%

Parex bankas

Page layout 100%
Navigation 73%
Textreadability | 100%

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

Higher figures represent better results
Positiv rn
» Content provided in a locigal and understandable way.

» Feature to send a link to a friend is appreciated.

Negative user notes
»  Links lead to currently opened pages.
» Although most links are differentiated depending on what they do, sometimes

consistency is lacking.

Internet banking system — 53%

Parex bankas

Banking Operations 33%
Page layout 50%

Navigation 44%

Text readability | 83%

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

Higher figures represent better results
N iv rn

»  Active link is not highlighted.

» More information in the transfer page was expected, in particular example values in
mandatory fields, number of steps needed to complete the transfer.

» Although formally wrongly entered value is highlighted, in case of more than one
incorrect field filled, only one is beeing highlighted.

» In some pages of the IBS horizontal scrolling bar appears.
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SEB bankas — 60%

Public website — 56%

SEB bankas
Homepage 33%
Page layout 80%
Navigation | 36%
Text readability I 75%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Negative user notes
» The amount of text in the home page is too large for easy and convenient reading for
users.

»  Vertical scrolling bar in the middle of the page seems strange
» Link names do not match the destination page heading; for example, “Taupymas and

investavimas” link shows first a topic on MiFID and only afterwords on Taupymas and
investavimas.

Internet banking system — 65%

SEB bankas
Banking Operations 67%
Page layout 75%
Navigation I 33%
Text readability | 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
-
»  Error messages are clear and put in places where the error is made, not as it is commonly
done in one place.
Negativ rn

»  Links are not differentiated depending on what they do.
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Siauliu bankas — 63%

Public website — 69%

Siauliu bankas

Homepage 67%
Page layout 60%
Navigation I 64%
Text readability I 88%

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

Higher figures represent better results
Negative user notes
»  Links do not look differently depending on what they do.
» In most pages horizontal scroll bar is present.

» Site map offers only one level of navigation by default, which is inconvenient, since the
user using this page wants to find specific information fast.

» Sometimes too large text blocks are used, thus making the reading for a user harder.

Internet banking system — 56%

Siauliu bankas

Banking Operations 33%
Page layout 50%
Navigation I 56%
Text readability I 83%

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

Higher figures represent better results
Negative user notes

Although there is no need for one, horizontal scrolling bar is present.

Hard to read the left navigation panel, since blue font is used on blue background.

Active link is not highlighted.

Text lines tend to be too long to be easely read.

YV V VY VYV V

More information in the transfer page was expected, in particular, no examples are
provided in mandatory fields to be filled, how many steps are needed to complete a
transfer.
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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.



October 2008 Page 182

Ukio bankas — 71%

Public website — 90%

Ukio bankas

a
Homepage 100%
Page layout 100%

| 3%

Navigation

| 88%

Text readability

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

»
»  Quite understandable and easy usable web site.

» Formatting done properly.

N iv rn

» By choosing a link on the right panel a user is sometimes redirected to a deeper level of
section than he expects to go to.

» Some image links do not appear to be clickable

»  Links called "more” is not perceived as good style.

Internet banking system — 51%

Higher figures represent better results

Ukio bankas
Banking Operations 17%
Page layout 50%
Navigation I 56%

Text readability I 83%

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

Higher figures represent better results

Negative user notes

» Inconvenient transfer page. For a person to actually transfer money a check box has to be
checked that makes a person spend more time on perceivable unnecesarry things.
Moreover, no example values are shown, information of how many steps are needed to
complete the transfer, even the cursor is not put in the first field to be filled automatically.

»  Sometimes horizontal scrolling bar appears.
» Text lines in the IBS are too long to be easely read.

» Very often links “read more” are used.

Copyright © 2008 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.



October 2008

Page 183

14.5 Individual test results for Latvian banks

Danske banka — 52%

Public website - 51%

Danske banka

Homepage I >

Page layout 55%
Navigation I 55%
Text readability | 63%

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

60% 70%

80%

90%  100%

.
» Logically structured headings.

» Easy navigation.

Negative user notes

vV V VYV V

Internet banking system — 53%

Higher figures represent better results

Links are not differentiated depending on what they do.

Headings of pages are not unique; the case of “payments”.

Not all buttons appear to be clickable, for example, the search button.

Inconsistent public website alignment, which is created by irregular picture usage.

Danske banka

Banking Operations

Page layout

Navigation I 44%

50%

50%

Text readability

67%

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

80%

90% 100%

Positive user notes

Higher figures represent better results

» An excelent glossary that helps inexperienced users to find about terms used in the IBS.

Negativ r not

» The IBS of Danske bank looks as a data base management system, not as a specially

designed ebanking solution.

» No other major functionality, except money transfer.

Copyright © 2008 Metasite Business Solutions UAB. All trademarks are the
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DnB Nord — 64%

Public website — 69%

DnB NORD
Homepae (I oo
Page layout 60%
Navigation I 55%
Text readability | 63%
0% 10% 20% 30%  40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
Positive user notes
» Not a typical navigation menu chosen; though it fulfills most of the essential criteria for a
convenient menu.
Negativ rn
»  Text blocks within the page sometimes too long to be easely read.
»  Links are not always differentiated depending on what they do.

» Sometimes bold used excessively, making it hard to understand which are the most
important keywords in the text.

Internet banking system — 59%

DnB NORD
Banking Operations 33%
Page layout 75%
Navigation | 44%
Text readability I 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positive user notes
» Availability of quick navigation is appreciated.

»  Fields with incorrectly filled values are highlighted.
Negative user notes

> Not a typical navigation menu location chosen — in spite of usual location in the left side,
it is located on the right side — demands getting used to constantly looking to the right.

» Too long lines of text make it harder for a user to read the text.

» Links are not differentiated depending on what they do.
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GE Money bank — 60%

Public website — 56%

GE Money Bank

Homepage 33%

Page layout 60%

Navigation I 55%

Text readability I 75%

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

Higher figures represent better results
Positive user notes
» Text line length choice very optimal, making the user more attracted to reading.
»  All excpected major options available in the first page of the website.
Negative user notes
» Too small font and obscure letter color makes it hard to read the text easely.
» Large text blocks make reading harder.

» Different levels of navigation are not visually differentiated; thus making hard for a user to
understand where he is in the webpage.

Internet banking system — 65%

GE Money Bank

Banking Operations 50%
Page layout 75%
Navigation I 67%
Textreadability I 67%

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

Higher figures represent better results
Positive user notes
»  Cursor always placed in the first field to be filled.
Negative user notes
» Lack of meaningful labels.

» Low contrast precludes easy and fast reading.
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Swedbank — 67%
Public website — 80%
Swedbank

Homepage 100%

Page layout 80%

Navigation I 64%

Text readability | 75%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results

Positive user notes
» Logical and easy to follow navigation.

Negativ rn

» Although breadcumb navigation is a convenient tool for navigation, a link that leads
nowhere in “vertspapiru dartjumi” section was found.

» Although formatting is consistent within the public web site, the page itself might be
clearer for using if it was aligned to the center.

Internet banking system — 55%

Swedbank
Banking Operations 17%
Page layout 75%
Navigation I 78%
Text readability l 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
Positiv rn
»  The rich choice of colors makes it visually appealing impression of the IBS.

» When timeout of inactivity approaches, a user is warned by a screen message, where he
can choose to continue, which is very convenient if the delay has been unexpected while
activity undertaken is still in progress.

Negative user notes
» As the new version of IBS is launched very recently, some parts in not yet fully functional,

for example, the help section.

»  Error messages are not clearly visible, as they are in the same orange color as other parts
of the homepage.

Copyright © 2008 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.



October 2008 Page 187

Hipoteku banka — 63%

Public website — 73%

Hipoteku banka

rl

Page layout 60%

Navigation 64%

Text readability | 100%

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

Higher figures represent better results

Negative user notes
»  Links do not change on mouseover.

»  Lack of meaningful link labels.

Internet banking system — 77%

Hipoteku banka

Banking Operations 50%
Page layout 50%
Navigation 44%

Textreadability I 67%

90% 100%

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

0%

Higher figures represent better results

Negative user notes
» Not a very successful structure of IBS.
» Too low contrast.

» Too much of white space left.
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Komercbanka Baltikums — 58%

Public website - 61%

Komercbanka Baltikums

Homepage 33%

Page layout 40%

Navigation I 82%
Text readability I 88%

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

Higher figures represent better results

Positive user notes

» Text link destination clearly understandable from link names.
Negativ r not

» Low contrast makes reading harder.

» lrrational use of space within the website.

» Not all major options visible in the first page of the public website.

Internet banking system — 55%

Komercbanka Baltikums

Banking Operations 43%
Page layout 50%
Navigation I 44%

| 83%

Text readability

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

Higher figures represent better results
Positive user notes

»  Cursor always placed always in the first field to be filled.

» Good contrast makes reading easier.
Negative user notes

» Too long text lines make reading for a user hard.

» Not all image links are clickable.
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Latvijas Biznesa Banka — 47%

Public website - 44%

Latvijas Biznesa banka

Homepage 33%
Page layout 60%
Navigation 18%
Text readability I 63%

90%  100%

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

Higher figures represent better results

-
» Unique structure of the website.

Negative user notes

»  Problems with layout occasionaly observed — body part wrongly aligns to the right side of
tha page.

» For easier browsing different navigation levels should be grouped together.

Internet banking system — 51%

Latvijas Biznesa banka

Banking Operations 33%

Page layout 50%

Navigation I 56%

Text readability I 67%

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

Higher figures represent better results
Positive user notes

» IBS incorportated in the public website.

Negative user notes

» Not all buttons appear to be clickable, which, for example, in case of sms activization
makes the service impossible to find without additional help.
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Latvijas Krajbanka — 72%

Public website — 78%

Latvijas Krajbanka

Homepage 100%
Page layout 60%
Navigation 64%
Text readability I 88%

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

Higher figures represent better results

Positive user notes

» Availability of both ways by image link and a text link to return to the start of the web
page appreciated.

Negative user notes

» Breadcumb navigation availability was expected.

Internet banking system - 66%

Latvijas Krajbanka

Banking Operations 67%
Page layout 75%
Navigation 56%
Text readability 67%

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

Higher figures represent better results
Negative user notes
» Low contrast between text and background makes the using of the IBS harder.

» Text links do not change on mouseover, thus not always they are noticed at once.
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Latvijas Tirdzniecibas Banka — 53%

Public website — 58%

Latvijas tirdzniecibas banka

Homepage 33%

Page layout 80%

Navigation 1 55%

| 63%

Text readability

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

Higher figures represent better results

Negative user notes

»  Excessive bold usage.

Internet banking system — 49%

Latvijas tirdzniecibas banka

Banking Operations 33%

Page layout 75%

Navigation 22%

67%

Text readability

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

Higher figures represent better results

Negative user notes
»  Only one level of navigation within the IBS.

» Not all buttons appear to be clickable, which, in the case of password change makes it
hard to understand, how to change it.

Copyright © 2008 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.



October 2008 Page 192

Nordea — 72%

Public website - 86%

Nordea
Homepage 100%
Page layout 100%
Navigation 55%

Textreadability I 88%

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

Higher figures represent better results

N iv rn

» Some places too many text makes the screen look overcrowded.

»  All navigation levels look identical.

» Links are not differentiated depending on what they do.

Internet banking system — 59%

Nordea
Banking Operations 33%

Page layout 75%

Navigation 44%

| 83%

Textreadability

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

Higher figures represent better results

-
» Clear IBS, not overcrowded, logically ordered.
»  Clearly shown number of steps needed to take to complete a transfer.
Negative user notes
» Yet more information in transfer section was excpected, for example, example values in

fields mandatory to be filled, cursor being placed in the first field to be filled.

» Text length sometimes makes it difficult to read.
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Norvik banka - 62%

Public website — 73%

Norvik banka

Homepage 67%
Page layout 60%
Navigation | 64%

Text readability

100%

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

70% 80% 90%  100%

Positive user notes

» Rationally used screen space within the public website.

N iv rn

»  Primary navigation menu logic hard to get used to.

Internet banking system — 51%

Higher figures represent better results

Norvik banka

Banking Operations 33%
Page layout 50%
Navigation | 56%

Text readability

67%

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

70% 80% 90% 100%

Positiv rn
» Logical item alignment makes the IBS easy to use.
Negative user notes

» Low contrast makes reading hard.

Higher figures represent better results
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Parex banka — 70%

Public website - 70%

Parex banka

Homepage 33%

Page layout 60%

Navigation 100%

| 88%

Text readability

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

Higher figures represent better results
Positiv rn
» Page that is already open cannot be opened again.
» Text links clearly describe where they lead.
N iv rn

» Too large text blocks make reading hard.

Internet banking system — 69%

Parex banka
Banking Operations 50%

Page layout 100%

Navigation 44%

Text readability I 83%

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

Higher figures represent better results

Positive user notes
» Incorrectly filled fields are highlighted.

N iv rn

» More of the transfer page was expected, example values in the fields to be filled, cursor
should be placed in the first field to be filled.
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Privatbank — 49%

Public website — 47%

Positive user notes

» Heading descriptions are always unique making navigation easier.

Negative user notes

Privatbank
Homepage 33%
Page layout 20%
Navigation I 45%
Text readability I 88%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results

» Horizontal scrolling bar appears while browsing the web site.

>

Links don't look differently depending on what they do.

» Text line length occasionaly makes it hard for a user to easily read the text.

Internet banking system — 51%

Privatbank
Banking Operations 17%
Page layout 75%
Navigation I 44%
Text readability 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

-
» Different navigation menu levels look differently, making navigation much easier.
Negative user notes
» More of the transfer page expected, i.e. cursor is not placed in the first field to be filled,
no example values in fields mandatory to be filled.
» Low contrast creates difficulties to read easely.

» Links lead to already opened page.

» Image links don't always appear to be clickable.

Copyright © 2008 Metasite Business Solutions UAB. All trademarks are the property of their
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Regionala Investiciju banka — 63%

Public website - 67%

Regionala investiciju banka
Homepage 67%

Page layout 60%

Navigation !91%

Text readability | 50%

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

Higher figures represent better results
Negativ rn
Too long text lines make it hard to read easily.
No site map available for easy searching.

Page titles are not descriptive, thus making bookmarking inconvenient.

vV VYV V VYV

Not a typical font used within the web site.

Internet banking system — 59%

Regionala investiciju banka

Banking Operations 33%

Page layout 75%

Navigation I 44%

Text readability |83%

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

Higher figures represent better results

Negative user notes
» More of transfer page was expected, for example, number of steps needed to actually
complete the transfer, example values in fields mandatory to be filled.

» Long text lines sometimes make the text hard to read.

» Not all image links apper to be clickable.
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Rietumu Banka — 56%

Public website — 53%

Rietumu banka

Homepage |{0%
Page layout 60%
Navigation I 64%
Textreadability l 88%

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

Higher figures represent better results
"
» Moderate text line length appreciated, making the reading easier.
Negative user notes
» Inconsistent approach regarding style creates confusion (e.g. credit section completely

different from the rest of the website).

» Size of the text blocks sometimes too large for easy reading.

Internet banking system — 59%

Rietumu banka

Banking Operations 33%

Page layout 75%

Navigation I 44%

Textreadability I 83%

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

Higher figures represent better results

.
» Incorrect field values are highlighted.

Negative user notes
»  Confusing choice before the login — limited and full access offered.

» More information in the transfer page expected, e.g. number of steps needed to
complete the sequence, example values in the fields necessary to fill.

» Active menu is not highlighted, sometimes hidden.

» Not all image links appear clickable.
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SEB banka — 61%

Public website - 74%

SEB banka
Homepage (I 7+
Page layout 100%
Navigation I 55%

| 75%

Text readability

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

Higher figures represent better results

Positive user notes
» Appropriate text line length for easy reading.
Negative user notes
Links lead to already opened page.
Links don't look differently depending on what they do.

No site map available, making searching for experienced users harder.

vV VYV V V

Headings are not unique (“vienkarsais deposits”, for example, is used twice).

Internet banking system — 49%

SEB banka
Banking Operations 50%
Page layout 50%
Navigation I 44%
Text readability l 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positiv rn
» Incorrect field values are highlighted.

Negativ rn

»  More of transfer section was expected, for example, example values in fields necessary to
fill, number of steps needed to actually complete a transfer.

» Sometimes too long text lines.

» Horizontal scrolling bar appears.

»  Excessive bold used describing services that are possible to be enabled.
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SMP banka - 66%

Public website — 71%

SMP banka
Homepage 67%

Page layout 60%

Navigation 82%

| 75%

Textreadability

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

Higher figures represent better results

.
» Text links are self explanatory, helping users to know what kind of information they will
receive.
N iv rn

» Font size quite small, making reading harder.

» Most important information is not highlighted, required longer reading to find out only
the most needed information.

Internet banking system — 60%

SMP banka
Banking Operations 33%
Page layout 75%
Navigation 67%
67%

Textreadability

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

Higher figures represent better results

Positive user notes

» Layout designned in a way to use space rationally.
» No links lead to already opened page.

Negative user notes

» Not all image links appear to be clickable.
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Trasta komercbanka — 70%

Public website — 74%

Trasta komercbanka

Homepage 67%
Page layout 80%
Navigation 73%
Text readability I 75%

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

Higher figures represent better results

.
»  Links are differentiated depending on what they do.
» Proper item alignment within the website.

N iv rn

» More information in the first page was expected, namely, fees and exchange rates.
» Not a typical font used within the website.

» Page titles are not descriptive, which makes bookmarking inconvenient.

Internet banking system — 67%

Trasta komercbanka

Banking Operations 50%
Page layout 75%
Navigation 78%
Text readability 67%

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

Higher figures represent better results
Positiv rn
»  For pages with fields to be filled, cursor always is placed in the first field automatically.
Negative user notes
» Not a typical font used within the IBS.

» Too much white space creates impression of emptiness.
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VEF banka — 53%

Public website - 58%

VEF banka
Homepage 33%

Page layout 40%

Navigation | 73%

Textreadability | 88%

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

Higher figures represent better results

Positive user notes

» Appropriate text line length makes reading convenient.

Negativ r not
» Inconsistent item alignment.

»  Grey fields in both sides of the screen make the whole browsing unpleasant.

» Text block size sometimes makes the reading hard.

Internet banking system — 47%

VEF banka
Banking Operations 17%
Page layout 50%
Navigation I 56%

Text readability I 67%

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

Higher figures represent better results

Negativ r not

» As the IBS is not even remotely similar to a typical IBS, hardly any function is comparable.
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14.6 Individual test results for Estonian banks

DnB Nord — 65%

Public website — 63%

DnB NORD
Textreadability 75%
Navigation 64%
Page layout 80%
Homepage l 33%
0% 10% 20% 30%  40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positiv rn
» Even though not a typical color scheme is chosen, contrast is high.
» Informationwise rich website.
Negative user notes

» More in the first page of the web site expected, for example, links to fees and exchange
rates.

» Bolding most important information would be appreciated.

Internet banking system — 67%

DnB NORD

Textreadability 83%

Navigation

Page layout

Banking Operations L I 33%

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

Higher figures represent better results

.
» Simple menu keeps browsing simple.
Negative user notes

» Unnecesarry horizontal scrolling bar appears.
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Handelsbanken — 69%

Public website — 58%

Handelsbanken
Text readability 75%
Navigation 45%
Page layout 80%
Homepage I 33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
Positiv rn

» Availability of forms that can be filled at home and brought to a branch is appreciated by
users.

Negative user notes
» Information about the group only available in English.

»  Quite scarse information on products offered to customers.

Internet banking system — 79%

Handelsbanken

Text readability 83%
Navigation 67%
Page layout 100%
Banking Operations 67%

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

Higher figures represent better results
.
» Clear and simple IBS.
Negative user notes
» Unnecessary horizontal scroll bar.

»  More information within the IBS was expected.

Copyright © 2008 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.



October 2008 Page 204
Swedbank — 63%
Public website — 73%
Swedbank
Text readability 75%

Navigation 36%

Page layout 80%

Homepage I 100%

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

Higher figures represent better results
Positive user notes

» Large amounts of text grouped very successfully, combined with graphs makes it easy to
follow.

» Very large amount of information available in the website.
Negative user notes

»  Light color of text makes it harder to catch.

Internet banking system — 53%

Swedbank

Text readability

Navigation
Page layout 75%
Banking Operations 17%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
.

» As IBS is incorporated in the website, it just adds functionality and amount of information
available.
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Krediidipank — 79%

Public website — 83%

Krediidipank

Text readability 88%
Navigation 64%

Page layout 80%

Homepage I 100%

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

Higher figures represent better results
Positive user notes
» Information amount in the web site appreciated.
N iv rn
»  Grey text color makes the contrast too low for easy reading.
» No site map available.

» Hard to get used to the navigation panel on the right.

Internet banking system — 75%

Krediidipank
Text readability 100%
Navigation 67%
Page layout 100%
Banking Operations |33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
.
»  Clear and simple IBS.

» Not all information about products available within the IBS —a common practice is to
open a new link with a page from the public website.
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Marfin pank — 72%

Public website - 69%

Marfin pank
Textreadabiliy (I /.
Navigation 55%
Page layout 80%
Homepage l 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
o
»  Site map availability for easy searching appreciated.
Negative user notes
»  Small text size makes reading difficult.

» No direct distinction between offers to private and corporate customers.

Internet banking system — 76%

Marfin pank
Text readability 83%
Navigation 78%
Page layout 75%
Banking Operations 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positiv rn
» Clear and logical navigation used in the IBS.
Negative user notes

» More from the IBS was expected. No extra information or functionality, except the basics,
provided.

» Horizontal scroll bar often appears, although there is no reason for that.
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Nordea — 77%

Public website — 82%

Nordea
Textreadability 75%
Navigation 55%
Page layout 100%
Homepage I 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
-
» Functional and well organized website, given the large amount of information available.

Negative user notes

» Left navigation menu disappears when choosing a section in it.

Internet banking system - 71%

Nordea
Text readability 83%
Navigation 67%
Page layout 100%
Banking Operations | 33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
.
»  Clearly visible number of steps remaining to actually complete a transfer.
Negative user notes

» Information about services provided available only in the public website.
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Parex pank — 77%

Public website — 89%

Parex pank
Textreadability 75%
Navigation 100%
Page layout 80%
Homepage } 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results

Negative user notes
» Descriptive page titles were expected for convenient bookmarking.

» More in terms of Parex pank offers were expected in the website.

Internet banking system — 65%

Parex pank
Text readability 83%
Navigation 67%
Page layout 75%
Banking Operations I 33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positiv rn
» Concise and clear IBS.

» More from transfer page was expected, i.e. Cursor is not placed in the first field to be
filled, no example values are provided.
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Sampo pank — 78%

Public website — 77%

Sampo pank

Textreadability 75%
Navigation 55%

Page layout 80%

Homepage I 100%

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

Higher figures represent better results
-
» Convenient menu and availability of search makes finding necessary information easy.
Negative user notes
» Length of text lines sometimes makes the reading hard.

» Links are not differentiated depending on what they do, neither are they self explanatory.

Internet banking system — 78%

Sampo pank

Text readability 83%
Navigation 78%

Page layout 100%

Banking Operations I 50%

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

Higher figures represent better results
Positiv rn
»  Nice and simple IBS, which fulfills all the basic functionality.
Negative user notes
»  All the available additional information available only within the public website, not in the

IBS.

» More of the transfer page was expected, there are no example values in fields to be filled,
information of number of steps needed actually to complete a transfer is not available.
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SEB pank — 65%

Public website — 68%

SEB pank
Navigation 36%
Page layout 80%
Homepage l 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
Positiv rn
» Availability of search engine appreciated.
N iv rn
»  Links are not differentiated depending on what they do.

» As most of the navigation is located on the left side, it is easy to miss the extra
information available in the right navigation panel.

Internet banking system — 63%

SEB pank
Textreadability 83%
Navigation 44%
Page layout 75%
Banking Operations I 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Negative user notes
»  More of the transfter section was expected, there are no example values in fields
necessary to fill, number of steps remained to actually complete a transfer and incorrectly

entered values are not highlighted.

»  Links are not differentiated depending on what they do.
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Tallinna Aripank — 70%

Public website — 78%

Tallinna Aripank

rl

Navigation 64%
Page layout 80%
Homepage I 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
Higher figures represent better results
Positiv rn

»  Search engine availability appreciated by users.
Negative user notes
» More bolded information for emphasizing most important things was expected.

»  Presence of site map was expected.

Internet banking system — 62%

Tallinna Aripank

Textreadability 100%

Navigation

Page layout

Banking Operations

17%

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

Higher figures represent better results

Negative user notes
» More of transfer section was expected — there are no example values for fields mandatory
to be filled, no information of how many steps to actually remaining to complete a
transfer.
»  There are links that lead to an already opened page.
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15. Convenience

Testing Functionality Mobile Banking

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:

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

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 three criteria, and
then the total result for each bank was calculated:

Convenience test criteria:

1. Number of mouse clicks needed
2. Pages necessary to load Convenience
3. Number of keystrokes needed
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15.1 Overall results of the convenience test

Lithuanian banks

Overall Convenience test results for Lithuanian banks

AVERAGE 82%

Ukio bankas 70%

I71%

DnB NORD 74%

Medicinos bankas

Bankas SNORAS 74%

Parex bankas 79%

Siauliu bankas I 80%

Danske bankas ] 81%

SEB bankas 93%

Nordea 93%

Swedbank 93%

e . B s e e L

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

Higher figures represent better results
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Commentary

e Some banks still do not place the cursor automatically in the field where information
should be entered. It is inconvenient and time consuming.

e Even, if the cursor is placed in the first field, it is often filled already (i.e. document
number field).

e Four banks have annoying confirmation messages that does not give any additional
information, just restate an option a user has already chosen.

e Nordea provides a good example of fast and convenient transfer page; only 3 fields have
to be mandatory filled.

e In the IBS of Parex bankas, when making a local transfer, one can observe a symbol “.”
entered automatically in the purpose of payment field. An ordinary user might interpret it
as a simplification of transfer process that would allow making the transaction faster.
However, even though it is entered automatically, it is not sufficient to make a payment;
surprisingly, at least six symbols have to be entered to make a transfer; furthermore, it is
not stated anywhere.

B
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Latvian Banks

AVERAGE

Rietumu banka
Komercbanka Baltikums
Trasta komercbanka
Latvijas Biznesa banka
Parex banka

Multibanka

VEF banka

Latvijas Krajbanka
Privatbank

Norvik banka

GE Money Bank

Hipoteku banka

Latvijas tirdzniecibas banka
Danske banka

DnB Nord

Regionala investiciju banka
Hansabanka

SEB banka

Nordea

Overall Convenience test results for Latvian banks

65%

49%
54%

| 5%

| 57%

61%

61%

61%

61%

| 62%

| 63%

| 6a%

!_64%

l_ss%

|Lz%

76%

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

80% 90% 100%

Higher figures represent better results
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Commentary

e Trasta Komercbanka requires filling the address of receiver while transferring money. It
requires time to do that, but in case of incompletely filling the field the transfer still would
go trough, thus it is not clear, why such information is asked at all.

e Norvik banka and Swedbank provide good examples of how to complete a transfer in two
pages. Essentially one page is for filling necessary data and the second to check and sign

the transfer.
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Estonian Banks

Overall Convenience test results for Estonian banks

AVERAGE

DnB NORD 70%

Parex pank

Tallinna Aripank

72%

76%

Nordea

77%

Handelsbanken

| 85%

Sampo pank

87%

Krediidipank

87%

Marfin pank
SEB pank

Swedbank

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

90%

80% 100%

Higher figures represent better results
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15.2 Number of mouse clicks needed

Lithuanian Banks

Number of mouse clicks needed in Lithuanian banks

Nordea
SEB bankas
Swedbank

Danske bankas

Siauliu bankas 18

Parex bankas

Bankas SNORAS

Medicinos bankas 20
Ukio bankas 20
DnB NORD 20

0 5 10 15 20

Lower figures represent better results
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Latvian Banks

Number of mouse clicks needed in Latvian banks

AVERAGE [ 19.4
Nordea l 13
Regionalainvesticiju I 14
SEB banka I 15
DnB Nord I 16
VEF banka I 17
Norvik banka I 17
GE Money Bank ! 17
Hipoteku banka ! 17
Danske banka ! 17
Parex banka I 18
Multibanka I 18
Latvijas Krajbanka I 18
Hansabanka I 18
Privatbank I 20
Komercbanka I 21
Trasta komercbanka I 21
Latvijas tirdzniecibas I 26
Latvijas Biznesa 27
Rietumu banka 39
0 5 10 15 20 25 30 35 40

Lower figures represent better results
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Estonian Banks

AVERAGE
Marfin pank

SEB pank
Swedbank
Krediidipank
Handelsbanken
Sampo pank
Nordea

Tallinna Aripank
Parex pank

DnB NORD

Number of mouse clicks needed in Estonian banks
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Lower figures represent better results
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15.3 Number of pages necessary to load

Lithuanian Banks

AVERAGE

SEB bankas
Swedbank
Parex bankas
Medicinos bankas
Nordea

Danske bankas
Siauliu bankas
DnB NORD
Ukio bankas
Bankas SNORAS

Number of pages necessary to load in Lithuanian banks

10

10

10

10

10

Lower figures represent better results
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Latvian Banks

Number of pages necessary to load in Latvian banks

AVERAGE 8.5
Hansabanka 5
Latvijas tirdzniecibas 6

SEB banka |7

Rietumu banka

Latvijas Biznesa

VEF banka

DnB Nord

@ © o 0 o

Regionalainvesticiju

Latvijas Krajbanka

Privatbank

Norvik banka

GE Money Bank

Danske banka

o Vv Vv Vv Vv v

Nordea

Komercbhanka
Trasta komercbanka
Parex banka
Multibanka
Hipoteku banka

Lower figures represent better results
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Estonian Banks

AVERAGE
Swedbank
Handelsbanken
Sampo pank
SEB pank
Krediidipank
Marfin pank
DnB NORD
Parex pank
Tallinna Aripank

Nordea

Number of pages necessary to load in Estonian banks

8.2

o

10 12

Lower figures represent better results
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15.4 Number of keystrokes needed

Lithuanian Banks

AVERAGE
Nordea

Siauliu bankas
Bankas SNORAS
Danske bankas
Swedbank

SEB bankas
Parex bankas
DnB NORD
Ukio bankas

Medicinos bankas

Number of keystrokes needed in Lithuanian banks
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Lower figures represent better results
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Latvian Banks

Number of keystrokes needed in Latvian banks

AVERAGE

Nordea

SEB banka

DnB Nord
Regionala investiciju
Danske banka
Hipoteku banka
Latvijas tirdzniecibas
Privatbank
Hansabanka
Latvijas Biznesa
Parex banka
Multibanka

GE Money Bank
Norvik banka
Latvijas Krajbanka
Trasta komercbanka
Rietumu banka
Komercbhanka

VEF banka

79

|86

| 90

117.9

o
N
o

100
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120 140 160

Lower figures represent better results
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Estonian Banks

AVERAGE
Tallinna Aripank
Nordea
Swedbank
Sampo pank
SEB pank
Marfin pank
Parex pank
Handelsbanken
Krediidipank
DnB NORD

Number of keystrokes needed in Estonian banks

o

10 20 30 40 50 60 70

80 90 100

Lower figures represent better results
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16. Customer Service Responsiveness

Testing Functionality Mobile Banking

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.

The 12 simulated email inquiries were modeled on real-life bank client requests and divided into 3
categories each containing 4 emails. Categories and examples are further provided:

Simple:

Hello,
What is the SWIFT number of your bank?

Cheers, ...

Normal:

Hello,

| want to transfer money to my account from abroad. What information do I need to
give to the person transferring?

Regards

Complex:

Hi,
I’'m looking to invest around 10000 EUR, can you provide me with information about

which of the investment products you're offering resulted in highest overall return in
last year?

Regards
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Presentation of the results

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

speed:
Less than 30 min. 5 points (excellent)
Less than 2 hours 4 points (very good)
Less than 8 hours 3 points (satisfactory)
Less than 24 hours 2 points (poor)

More than 24 hours

1 point (very poor)

Over 1 week

0 points (no-response result, email mishandled)

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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16.1 Customer Service Responsiveness Index

Lithuanian banks

AVERAGE
Medicinos bankas
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Customer Service Responsiveness Index for Lithuanian banks
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Commentary

Higher figures represent better results

e Overall average convenience index for Lithuanian banks has increased by 20%. While
index for quality as remained approximately the same — 38% (in 2007 — 34%), timelines
has increased more than twice, amounting to 27% in 2008 (in 2007 - 12%).

e The average received e-mail number has increased as well — 11.4 e-mails in 2008 (in 2007

-8.9).

e The most remarkable increases in “Timeliness” category were observed in cases of: Parex
bankas — 34% in 2008 (9% in 2007) and Nordea — 31% in 2008. (10% in 2007).

e Swedbank has shown unexpected results in this category. Historically being one of the
most responsive banks, second year in row it is being one of the worst banks in
responsiveness category. Although this year Swedbank managed to answer 11 emails out
of 12 the average time the client had to wait for an answer was more than two days!

e This year 5 banks out of 10 managed to answer all emails, as opposed to last year when
just DnB NORD answered all inquiries.

Copyright © 2008 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

metasite

cannot be held responsible for the validity of information provided.



October 2008 Page 230

Latvian banks

Customer Service Responsiveness Index for Latvian banks

Komercbanka
SMP banka
SEB banka
Nordea 12% 23%
Regionala 20% 23%
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Commentary

e The total average customer responsiveness index amounted to 53%, where timeliness of
answers appeared to be 23% (out of 50% available) and quality — the remaining 30%
(out of 50% available). In the year 2007 the total average customer responsiveness index
of Latvian banks was 48%. Overall this year Latvian banks have shown moderate
improvement in responsiveness rankings.

e Komercbanka has responded to only 2 out of 12 simulated e-mail inquiries. In 2007 this
bank had even worse results, providing answers to just 1 out of 12 simulated e-mail
inquiries.

e Being historically one of the banks with the highest timeliness, quality and response
figures among the Latvian commercial banks, this year SEB has responded only to 4 out of
12 sent simulated e-mail inquiries.

e The most remarkable increase in rankings was shown by GE Money Bank (former Baltic
Trust Bank). It got more than double increase in timeliness and quality scores from last
year and has captured the first place in responsiveness testing.

e Only GE Money Bank, Parex banka and Danske banka has responded to all simulated e-
mail inquiries.
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Estonian banks

Customer Service Responsiveness Index for Estonian banks

AVERAGE 27% 40%
Tallinna Aripank 23%
Parex pank 18%
Marfin pank 28%
DnB NORD 28%
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Commentary

e Overall average convenience index for Estonian banks has increased by 25%. Index for
quality has increased up to — 40% (in 2007 — 29%), timelines index has increased more
than twice, amounting to 27% in 2008 (in 2007 - 12%).

e This year there was no clear underperformer bank in terms of email answering, as Parex
pank who provided least answers still managed to answer 8 emails out of 12. Amounting
to 67% answer rate.

e The most remarkable increases in “Timeliness” category were observed in cases of: Nordea
—37% in 2008 (11% in 2007) and Krediidipank — 28% in 2008. (5% in 2007).

e This year 4 banks out of 10 managed to answer all emails, as opposed to last year when
only 2 banks answered all inquiries.
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16.2 Reaction times

Lithuanian banks

How many of customer enquiries got answered by Lithuanian banks

Average 11.4
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[}
©

10 12

Higher figures represent better results

Table 1. Reaction times to simulated client enquiries in Lithuanian banks (hour: min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 11 12 | Answers
Parex bankas 00:14 [ 00:24 | 64:14 | 41:01 01:10 [ 01:35| 00:25 | 13:10 | 07:37 | 00:16 | 01:07 | 12:50 12
SEB bankas 00:55 [ 00:27 | 18:32 | 41:18 | 00:10 | 01:21 | 47:39 | 13:09 | 10:20 | 21:57 | 01:14 | 19:05 12
Ukio bankas 00:09 [ 00:10 | 65:20 | 42:22 | 00:10 | 03:00 | 01:35 | 15:38 | 08:23 | 00:36 | 01:06 | 13:18 12
Danske bankas 27:49 [ 03:54 | 65:46 | 44:00 | 01:49 | 03:06 | 04:13 | 18:27 | 12:55| 05:11 | 22:54 | 90:10 12
Nordea 01:18 [ 00:09 | 00:16 | 41:04 | 01:26 | 00:46 | 00:12 | 14:00 | 08:13 | 98:11 | 21:48 | 13:44 12
Swedbank 76:35 [100:53| 71:09 | 90:22 | 54:25 | 70:49 | 116:29 | 69:09 |109:13| 27:51 | 47:04 - 11

Bankas SNORAS | 05:17 | 00:15 | 00:14 | 43:37 | 05:05 | 02:13 | 01:36 | 17:37 | 09:46 | 02:28 | 00:33

Siauliu bankas 24:11 | 01:35 - 119:27 | 00:24 | 02:31 | 32:04 | 41:38 | 07:08 | 20:13 | 17:48 | 13:07 11
00:07 | 00:20 | 41:31 [ 00:24 | 00:23 | 00:09 | 13:29 | 10:21 | 00:08 | 00:04 -

DnB NORD - 10

Medicinos bankas | 00:40 | 00:52 - 40:27 | 02:20 - - - - - - - 4

Average 15:14 | 10:52 | 35:43 | 54:30 | 06:44 | 09:31 | 22:42 | 24:01 | 20:26 | 19:39 | 12:37 | 27:02 11,4
Commentary

e The fastest reply was received from DnB Nord, answering only 4 minutes after an inquiry
was sent.

e The longest time of replying was recorded from Siauliu bankas, amounting of 119 hours
and 27 minutes.

e 5 banks managed to answer all e-mails that were sent.
e  Medicinos bankas answered only 4 out of 12 e-mails that were sent.

e On average it took 21 hour and 22 minutes to answer an e-mail.
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Latvian banks

How many of customer enquiries got answered by Latvian banks

Average
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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 11 12 | Answers
Danske banka 00:53 | 01:56 | 00:19 | 42:52 | 01:36 | 04:40 | 01:12 | 17:58 | 09:55 | 25:12 | 02:04 | 13:54 | 12
Parex banka 00:08 | 00:03 | 00:30 | 00:07 | 00:07 | 01:14 | 04:49 | 17:30 | 08:45 | 00:16 | 01:07 | 67:56] 12
GE Money Bank_| 00:23 | 00:14 | 00:20 | 42:24 | 05:09 | 01:46 | 02:09 | 45:10 | 09:54 | 00:49 | 00:31 | 19:44| 12
Swedbank 00:19 | 00:19 | 70:17 | 43:05 | 01:38 | 00:36 | 02:39 | 16:54 |106:28] 00:35 | 00:26 | - 1
Latvijas

tirdzniecibas 00:56 | 00:40 | 00:35 | 43:34 | 04:07 | 02:43 | 00:09 | 15:22 | 09:47 | 01:53 | 01:53 | - 1
banka

Privatbank 02:40 | 00:03 | 03:13 | 00:05 | 00:51 | 07:24 | 19:23 | 13:22 | 09:45 | 25:03 | 04:06 | - 1
Rietumu banka | 04:53 | - | 00:48 | 49:33 | 01:42 | 02:46 | 02:39 | 15:55 | 09:01 | 00:09 | 00:31 | 17:56 | 11
Trasta 00:35 | 00:04 | 00:19 | 41:43 | 01:01 | 00:27 | 00:44 | 14:04 | 08:46 | 00:31 | 26:09 | - 1
komercbanka

Norvik banka 0538 | 02:06 | 02:26 | 42:51 | 01:54 | 01:37 | 50:35 | 44:09 | 09:02 | 04:21 | 25:01] - 1
Latvijas Krajpanka | 00:30 | 00:15 | 00:20 | 46:50 | 00:48 | 00:15 | 00:12 | 14:20 | 08:56 | 0420 | - |13:34] 11
DnB NORD 01:03 |01:14| - | 43:50 | 01:00 | 00:02 | 01:31 | 14:27 | 09:10 | 00:26 | 00:03 | 20:24| 11
tzm:s Biznesa | 5040 | 00:07 [ 00:51 | 42:32 | 0014 | - | 92:36 | 14115 | 8146 - - | 1831 9
Regionala 00:51 | 00:20 | 65:42 | 41:25 | 01:44 - - 14:24 | 09:11 | 120:26 | 00:54 | - 9
investiciju banka

Hipoteku banka | 00:19 | 00:06 | 00:23 | 41:17 | 00:52 | 0053 | - 1245 | 0740 - 0120 - 9
Nordea - - - - 07:44 | 05:08 | 27:03 | 18:18 |112:54] 100:06 | 23:39 | 93:10 8
VEF banka — |0557]0044] - 5040 | - | 0226 | 41:33 | 1554 - - - 6
SMP banka 04:04 | 74:07 [114:54] 40:37 - g g - — 16615 - - 5
SEB banka 0359 | - |6651] - - g g - ~ 9606 | - |160:21 a
Komercbanka - - - | ara7 | 0021 | - - - - - - - 2
Baltikums

Average 01:44 | 05:50 | 20:30 | 37:47 | 04:47 | 02:16 | 14:51 | 20:39 | 26:40 | 36:25 | 06:44 | 47:16| 9,67
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Commentary

e DnB Nord was the fastest in replying to an e-mail, it was done in 2 minutes.

e The longest time to respond to an e-mail was recorded from SMP banka, receiving an
answer after 166 hours and 15 minutes.

e The average time to answer a question is 18 hours and 47 minutes.
e 3 banks managed to answer all 12 questions asked.

e Komercbanka Baltikums answered only 2 out of 12 questions asked.
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Estonian banks

Average

Parex pank

Tallinna Aripank

Marfin pank

How many of customer enquiries got answered by Estonian banks
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Krediidipank

o

10

10.9

12

Higher figures represent better results

Table 3. Reaction times to simulated client enquiries in Estonian banks (hour:min)
8

Bank \ Email 1 2 3 4 5 6 7 9 10 11 12 | Answers
Krediidipank 03:25 [ 00:25 | 00:44 | 41:42 | 05:44 | 04:49 | 01:47 | 14:09 [ 09:21 | 01:09 | 25:04 | 13:49 12
Swedbank 06:36 | 03:59 | 00:18 | 21:06 | 02:36 | 20:37 | 03:43 | 15:44 [ 09:46 | 01:15 | 17:23 | 15:29 12
Nordea 03:28 [ 00:13 | 00:06 | 00:06 | 00:58 | 01:34 | 01:49 | 13:26 [ 07:11 | 02:03 | 01:07 | 13:32 12
Handelsbanken 03:18 [ 01:38 | 00:25 | 44:25 | 00:45 | 24:18 | 01:20 | 16:51 | 08:26 | 01:14 | 20:10 [ 21:30 12
SEB pank 02:40 - 00:25 | 43:01 | 25:19 | 01:49 | 05:58 [ 14:10 [ 08:42 | 165:16 [100:07| 16:03 11
Sampo pank 03:33 | 04:35 | 02:50 | 138:48 | 00:58 | 26:31 [ 01:39 | 15:52 [ 06:26 | 01:23 | 01:54 - 11
DnB NORD 00:11 [ 00:07 | 00:07 | 41:27 | 01:28 - 00:20 | 37:51 | 08:43 - 01:14 ] 15:02 10
Marfin pank 00:04 | 00:03 | 00:43 - 00:37 - 00:09 | 13:22 | 09:18 | 02:48 | 00:38 - 9
Tallinna Aripank 04:14 | 00:40 | 64:58 - 00:35 - 00:16 | 14:34 [ 08:52 | 00:04 |22:20 - 9
Parex pank - 02:59 - 41:31 - 01:25 [ 01:46 | 15:15 | 10:21 - 00:29 | 39:02 8
Average 03:03 [ 01:37 | 07:50 | 46:30 | 04:20 | 11:34| 01:52 | 17:07 [ 08:42 | 21:54 | 19:02 | 19:12| 10,89

Commentary

e The fastest reply was obtained by Marfin pank, it was received in 3 minutes.

e SEB pank took the longest time to answer an e-mail, a reply was obtained after 165 hours
and 16 minutes after an inquiry was made.

e On average it took 13 hours and 2 minutes for a bank to reply.

e 4 banks managed to reply to all e-mails sent.

e  Parex pank replied to the least number of e-mails — 8 out of 12.
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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
Swedbank 2 2 1 1 2 2 2 2 1 1 1 1,55
Bankas SNORAS 2 2 1 0 1 2 2 2 1 2 2 - 1,55
DnB NORD 2 2 1 1 2 2 2 1 1 1 1,50
Parex bankas 1 2 2 1 1 2 2 2 1 1 1 1 1,42
SEB bankas 2 2 1 2 2 2 1 2 1 1 2 1 1,58
Siauliu bankas 2 2 1 0 2 0 2 0 1 1 2 1,18
Ukio bankas 2 2 2 1 2 2 0 2 1 2 1 1 1,50
Danske bankas 2 2 2 2 1 2 2 2 1 2 2 1 1,75
Nordea 2 2 1 2 1 2 2 2 1 2 2 2 1,75
Medicinos bankas 2 1 1 1 1,25

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
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1,00
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 1,00
Parex bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
SEB bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Siauliu bankas 1 1 1 1 1 1 1 1 1 1 1 1,00
Ukio bankas 1 1 0 1 1 1 1 0 1 1 1 1 0,83
Danske bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Medicinos bankas 0 0 0 0 0,00

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
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1,00
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 1,00
Parex bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
SEB bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Siauliu bankas 0 1 1 1 1 1 1 1 1 1 1 0,91
Ukio bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Danske bankas 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Medicinos bankas 0 1 1 1 0,75
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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
Swedbank 0 0 1 1 1 0 1 0 0 0 1 0,45
Bankas SNORAS 0 1 0 0 0 1 1 1 0 0 0 0,36
DnB NORD 0 1 1 0 1 0 1 0 0 1 0,50
Parex bankas 0 0 1 1 0 1 0 1 0 0 0 1 0,42
SEB bankas 1 1 1 0 1 1 1 1 1 1 1 1 0,92
Siauliu bankas 0 1 0 0 1 0 0 0 0 0 1 0,27
Ukio bankas 0 1 1 0 0 1 0 0 0 0 0 0 0,25
Danske bankas 0 1 0 1 0 0 0 1 1 0 0 0 0,33
Nordea 0 1 0 0 0 1 1 0 1 1 1 0 0,50
Medicinos bankas 0 0 0 0 0,00

Commentary

SEB bankas stands above all other banks in terms of grammar - the structure of the
sentences are well formed; the representatives of the bank do not make any grammar
mistakes. The style is excellent as well.

Grammar is the most common source of errors in e-mails received from banks.

Siauliu bankas occasionally asked to specify the question, avoiding assuming anything. As
a result, very often the question was not even close to being answered.

Medicinos bankas several times did add a signature, leaving impersonal impression of the
answer. Several times question was not answered, because no currency was mentioned.

Swedbank did not give even rough answer, when it was asked about availability of loans.

Nordea occastionaly provided qualitative customer oriented answers to emails, answering
questions customer asked, not about some related issues, as other banks tend to do.

Siauliu bankas tend not to answer questions raised, rather they provide already available
information on the topic, occasionally more details are asked.
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Latvian banks

Table 8. Accuracy of answered emails in Latvian banks (0-2)
Bank \ Email 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | Average
Danske banka 2 2 1 2 2 2 2 1 1 2 2 0 1,58
Parex banka 2 2 1 2 2 2 2 2 1 2 2 2 1,83
GE Money Bank 2 2 2 2 2 2 2 2 1 1 1 2 1,75
Swedbank 2 2 1 2 2 2 2 2 1 0 0 - 1,45
Latvijas tirdzniecibas banka 2 2 0 2 2 0 0 2 2 2 2 - 1,45
Privatbank 2 2 0 2 2 2 0 2 1 2 2 - 1,55
Rietumu banka 2 - 2 2 2 1 2 2 1 0 0 1 1,36
Trasta komercbanka 2 2 2 2 2 2 0 2 1 0 2 - 1,55
Norvik banka 2 2 2 1 2 2 1 2 1 2 2 - 1,73
Latvijas Krajbanka 2 2 1 2 2 2 1 2 1 2 - 2 1,73
DnB NORD 2 2 - 1 2 2 2 2 1 2 2 1 1,73
Latvijas Biznesa banka 2 2 1 2 2 - 2 2 2 - 2 1,89
Regionala investiciju banka 0 2 0 2 2 - - 2 1 2 0 - 1,22
Hipoteku banka 2 2 2 1 1 2 - 0 0 - 1 - 1,22
Nordea - - - - 2 2 2 2 1 0 0 0 1,13
VEF banka - 2 2 - 0 - 1 0 1 - - 1,00
SMP banka 2 2 2 2 - - - - - - - 1,60
SEB banka 2 2 - - 2 1 1,75

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
Danske banka 2 1 1 1 1 1 1 1 1 1 0 1 1,00
Parex banka 0 0 0 0 0 0 0 0 0 1 1 1 0,25
GE Money Bank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Swedbank 1 1 1 1 1 1 1 1 1 1 1 - 1,00
Latvijas tirdzniecibas banka 1 0 0 0 0 0 0 0 0 0 0 - 0,09
Privatbank 1 1 1 1 1 1 1 1 1 1 1 - 1,00
Rietumu banka 1 - 1 1 1 1 1 1 1 1 1 0 0,91
Trasta komercbanka 0 1 0 0 0 0 0 0 1 0 0 - 0,18
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 - 1 1,00
DnB NORD 1 1 - 1 0 0 1 1 1 1 1 1 0,82
Latvijas Biznesa banka 1 0 1 1 1 - 1 1 1 - - 1 0,89
Regionala investiciju banka 1 1 1 1 1 - - 1 1 1 1 - 1,00
Hipoteku banka 0 0 0 0 0 0 - 0 0 - 0 - 0,00
Nordea - - - - 0 1 1 1 1 1 1 1 0,88
VEF banka - 0 0 - 1 - 1 1 0 - - - 0,50
SMP banka 0 0 0 0 - - - - - 0 - - 0,00
SEB banka 1 - 1 - - - - - - 1 - 1 1,00
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Table 10. Politeness of answered emails in Latvian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | Average
Danske banka 1 1 1 1 1 1 1 1 1 1 0 1 0,92
Parex banka 1 1 1 1 1 1 1 1 1 1 1 1 1,00
GE Money Bank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Swedbank 1 1 1 1 1 1 1 1 1 1 1 - 1,00
Latvijas tirdzniecibas banka 1 0 1 1 1 1 0 1 1 1 1 - 0,82
Privatbank 1 1 1 1 1 1 1 1 1 0 0 - 0,82
Rietumu banka 1 - 1 1 1 1 1 1 1 1 1 1 1,00
Trasta komercbanka 1 1 1 1 1 1 1 1 1 1 1 - 1,00
Norvik banka 1 1 1 1 1 1 1 1 1 1 1 - 1,00
Latvijas Krajbanka 1 1 1 1 0 1 1 1 1 1 - 1 0,91
DnB NORD 1 1 - 1 0 0 1 1 1 1 1 1 0,82
Latvijas Biznesa banka 1 0 1 1 1 - 1 1 1 - - 1 0,89
Regionala investiciju banka 0 0 0 0 1 - - 0 0 1 0 - 0,22
Hipoteku banka 1 1 1 1 0 0 - 1 1 - 1 - 0,78
Nordea - - - - 1 1 1 1 1 1 1 1 1,00
VEF banka - 1 1 - 1 - 1 1 1 - - - 1,00
SMP banka 1 1 1 1 - - - - 1 - - 1,00
SEB banka 1 - 1 - - - - - - 1 - 1 1,00
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
Danske banka 0 1 1 0 1 0 1 0 1 1 1 1 0,67
Parex banka 0 1 1 1 0 0 1 1 1 1 1 1 0,75
GE Money Bank 1 1 1 1 1 1 1 1 0 1 1 1 0,92
Swedbank 1 1 1 1 1 1 1 1 1 1 1 - 1,00
Latvijas tirdzniecibas banka 1 1 1 1 0 1 0 1 1 1 1 - 0,82
Privatbank 0 0 0 1 0 1 1 0 0 0 1 - 0,36
Rietumu banka 0 - 1 1 0 1 1 1 1 1 0 0 0,64
Trasta komercbanka 1 0 1 1 0 0 1 1 1 1 0 - 0,64
Norvik banka 1 1 1 1 0 1 1 0 1 1 0 - 0,73
Latvijas Krajbanka 1 1 1 1 1 1 1 1 1 1 - 0 0,91
DnB NORD 1 1 - 1 0 0 0 1 1 1 1 1 0,73
Latvijas Biznesa banka 1 1 1 0 1 - 1 1 1 - - 0 0,78
Regionala investiciju banka 1 1 1 1 0 - - 0 1 1 0 - 0,67
Hipoteku banka 1 1 1 1 1 1 - 1 1 - 1 - 1,00
Nordea - - 0 1 1 1 1 0 0 0 0,50
VEF banka 1 1 0 - 0 0 1 - - 0,50
SMP banka 1 1 1 - - - - - 1 - - 0,80
SEB banka - 1 - - - - - - 1 - 0 0,50
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Commentary

Banks tend not to give negative answers to questions about services they do not provide,
answers usually given indirectly.

SMP bank never includes a signature of who answered the e-mail; furthermore,
occasionally more than one grammar mistake is made within one sentence.

Norvik banka includes an ending phrase in English and Russian although the email is
written in Latvian; furthermore, the name of the person responding is also written twice.

GE Money bank never includes an ending phrase to the e-mail.

Latvijas Tirdzniecibas banka tends to include an English signature also for mails written in
Latvian. In an e-mail banks own web page address is wronly written (instead of
www.ltblv.com address www.ltb.lv.com is given).

Danske bank tends to start replies with long standard introductory paragraph. In several
cases, although it is clearly stated that the question poser is not in Latvia, he receives an
answer to come to a branch. Also in an e-mail, the person answering to a question
wrongly wrote banks name.

Privatbank often makes severe grammar errors giving an impression of a non-native
speaker answering e-mails. An inquiry about credit possibilities was answered with very
detailed information of what kind of foreign forms are needed, if a particular service is
desired.

Rietumu banka tends to leave internal mail forwarding information in the e-mail.
Furthermore, payment card is constantly used in diminutive.

Regionala Investiciju banka tend to include the whole signature in bold, which seems
excessive, furthermore, an email was received that was completely written in capital
letters.

Nordea adds an English confidentiality note to an e-mail written in Latvian.

Swedbank is the only bank encouraging people to write e-mails if any questions arise,
other banks tend to encourage only calling or branch visiting.
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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
Krediidipank 2 2 2 2 0 0 2 2 2 2 2 0 1,50
Swedbank 2 2 2 1 2 2 2 0 1 2 2 0 1,50
Parex pank 2 2 2 2 2 2 2 0 1,75
SEB pank 2 2 2 2 2 2 2 2 2 2 1 1,91
Sampo pank 2 2 2 2 2 2 2 2 1 2 2 1,91
DnB NORD 2 2 1 2 2 2 2 1 2 1 1,70
Marfin pank 2 2 2 2 2 2 1 2 2 1,89
Nordea 2 2 2 1 2 2 2 2 1 1 1 1 1,58
Handelsbanken 2 2 2 2 2 0 2 2 2 1 2 1 1,67
Tallinna Aripank 2 2 2 1 2 2 2 2 0 1,67
Table 13. Provision of contact information in the emails of Estonian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | Average
Krediidipank 1 1 0 1 0 0 0 1 0 1 1 0 0,50
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Parex pank 1 1 1 1 1 1 1 1 1,00
SEB pank 1 1 1 1 1 1 1 1 1 0 1 0,91
Sampo pank 1 1 1 1 1 1 1 1 1 1 1 1,00
DnB NORD 1 0 0 0 1 1 1 1 1 1 0,70
Marfin pank 1 1 0 1 1 1 0 0 1 0,67
Nordea 1 1 1 1 1 1 1 1 1 0 1 1 0,92
Handelsbanken 1 1 1 0 1 0 0 1 0 1 1 1 0,67
Tallinna Aripank 0 1 1 0 0 0 0 1 1 0,44
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
Krediidipank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Parex pank 1 1 1 1 1 1 1 1 1,00
SEB pank 1 1 1 1 1 1 1 1 1 1 1 1,00
Sampo pank 1 1 1 1 1 1 1 1 1 1 1 1,00
DnB NORD 1 1 1 1 1 1 1 1 1 1 1,00
Marfin pank 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Handelsbanken 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Tallinna Aripank 1 1 1 0 1 1 1 1 1 0,89
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Table 15. Grammar of answered emails in Estonian banks (0-1)

Bank \ Email 1 2 3 4 6 7 8 9 |10 | 11 | 12 | Average
Krediidipank 1 1 1 1 0 0 1 1 1 1 1 0 0,75
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Parex pank 1 1 1 1 1 1 1 1 1,00
SEB pank 1 1 1 1 1 1 1 1 1 1 1 1,00
Sampo pank 1 1 1 1 1 1 1 0 1 1 1 0,91
DnB NORD 1 1 1 1 1 1 0 1 1 1 0,90
Marfin pank 1 1 1 1 1 1 1 1 1 1,00
Nordea 1 1 1 1 1 1 1 1 1 1 1 1 1,00
Handelsbanken 1 1 0 1 1 1 1 1 1 0 1 0 0,75
Tallinna Aripank 0 1 0 1 1 0 1 1 0 0,56

Commentary

e Answers by Tallinna Aripank occasionlly contain style and grammar errors.

e Swedbank gives occasionally not only information asked, but also additional information
on related issues.

e On asimple question DnB Nord pank answered with a .pdf file with extensive information.
e In several Handelsbanken e-mails style errors were observed.
e Krediidipank answered emails with a lot of deviation in accuracy. There were emails with

very detailed information on the asked question, as well as emails with indirect answers
without explanations.
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Composite rankings 2008

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:

Attracting Retaining

potential current
clients clients

Functionality 3 3
Mobile banking 2 2
Clarity 3 2
2 3

2 2

SUM 12 12

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 on Composite Ranking

The intra-country composite rankings are relative and should not be compared across different
countries. For instance, one can safely claim that SEB pank has shown better performance than
Aripank in Estonia, but one cannot compare SEB pank’s composite ranking score with that of

Lithuania’s SEB 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 2008
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Overall rankings 2008 in Lithuania

Rank Rank Attracting Ret-alr.ung
2008 2007 new clients ~ ©XISting
clients

1 (1) | Swedbank 8.2 8.5 16.8
2 | (2) | SEBbankas 7.8 8.4 16.2
3 (4) | Danske bankas 6.6 6.5 13.1
4 | (9) | Nordea 6.4 6.5 12.9
5 (3) | Parex bankas 6.5 6.3 12.9
6 (8) DnB NORD 5.7 55 11.2
7 (7) | Siauliu bankas 5.3 54 10.7
8 (6) | Ukio bankas 5.3 4.9 10.2
9 (5) | Bankas SNORAS 4.3 4.5 8.8
10 | (10) | Medicinos bankas 2.7 2.6 5.3
AVERAGE 5.9 5.9 11.8
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Latvian banks

Composite Ranking — Latvia 2008
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Overall rankings 2008 in Latvia

Rank Rank Attracting Ret_alr-\mg
2008 2007 new clients ~ eX!Sting
clients

1 (M Swedbank 7.9 7.9 15.8
2 (6) Parex banka 7.6 7.6 15.1
3 (2) Latvijas Krajbanka 7.6 7.5 15.1
4 (5) Norvik banka 7.2 7.4 14.5
5 (11) | GE Money Bank 6.6 6.8 13.4
6 (3) Hipoteku banka 6.4 6.6 13.0
7 (8) | Nordea 6.4 6.3 12.7
8 (9) DnB NORD 6.4 6.3 12.7
9 (10) | Trasta komercbanka 6.2 6.1 12.4
10 | (4) | SEBbanka 6.1 6.2 12.3
11 | (16) | SMP banka 5.5 5.6 11.0
12 (13) | Regionala investiciju banka 5.2 5.2 10.4
13 (7) Latvijas Biznesa banka 4.8 49 9.7
14 (14) | Danske banka 4.7 4.8 9.5
15 (15) | Komercbanka Baltikums 4.4 4.5 8.9
16 (18) | Latvijas tirdzniecibas banka 4.4 4.5 8.9
17 (12) | Rietumu banka 4.5 4.3 8.8
18 (17) | Privatbank 4.3 4.4 8.7
19 | (New) | VEF banka 4.1 4.5 8.6

AVERAGE 5.8 5.9 11.7
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Estonian banks
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Overall rankings 2008 in Estonia

Rank Rank Attracting Ret_alr-\mg
2008 2007 new clients ~ ©XISting Total
clients
1 (3) | Swedbank 6.4 7.0 13.5
2 (2) | Sampo pank 6.6 6.6 13.2
3 (4) | Krediidipank 6.4 6.3 12.7
4 (1) | SEB pank 6.1 6.6 12.7
5 (7) | Nordea 6.1 5.8 11.9
6 | New | Marfin pank 45 4.6 9.1
7 New | Handelsbanken 3.9 4.0 7.9
8 (5) | Parex pank 3.7 3.3 6.9
9 (6) | Tallinna Aripank 3.3 3.3 6.6
10 | (9) | DnB NORD 2.8 2.8 5.6
AVERAGE 5.0 5.0 10.0
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Conclusions

1. While the picture with customer service responsiveness has improved considerably, many
banks still fail to integrate e-channels into their customer service processes. Around one
half of the banks still fails to answer all customer email inquiries, or is unable to ensure
consistent quality. Still this year a positive trend has emerged as noticeably better
Customer Responsibility results in Estonia and Lithuania have been observed.

2. Swedbank has regained the leading position in all three Baltic States. Swedbank remained
a clear leader in Latvia, while in Lithuania the gap between Swedbank and its primary
competitor SEB has been diminishing further. In Estonia overall competition is even fiercer
that in Lithuania, as a group of leading banks has formed, whose rankings differ just in
single digit points.

3. For a few years already no-fee e-banking account opening has become a standard for
Estonian and Lithuanian banks, with none of the banks charging the customers for
opening e-banking accounts. We still expect that similar trend should take over Latvian
banking market over the coming years. Also half of Estonian banks don’t charge for a
domestic money transfer, which shows that Estonian banks see bigger value in e-banking
as a cost saving tool rather as an additional revenue stream.

4. Mobile banking is advancing, but at a slower pace than expected. The growth is mostly
noticeable in the SMS banking services. WAP banking does not show signs of an
increasing popularity, being squeezed out by the development of mobile devices
applications that support regular HTML browsing, such as Mini Opera mobile browser.
Meanwhile, it is expected that mobile devices will get engaged more in non-financial or
supportive services of banks, focusing mostly on the informative function.

5. Innovation leaders are still Estonian banks with other countries following the lead.
Examples of commoditization of financial producs can be seen in such pages as arved.ee
where an e-bill system is being successfully implemented and used by leading banks and
companies. Also pensionikeskus.ee where different life insurance and investment services
can be compared and chosen. These websites are essiantly financial products
marketplaces, a trend which has been predicted by Metasite Business Solution in the first
E-Banking Report back in 2003.

6. Overall trend is the increasing functionality of banks' IBS. This trend is formed by
increasing bank competition in e-banking field, as banks become aware that e-banking is
as important part of their business model as traditional banking. From the other side
banks operating in the economic slowdown environment see e-banking as an opportunity
to reduce their operating costs, hence a need to move as much functionality as possible
into e-world.
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