
October 2008                                                                                                                                                    Page  1

 

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 
cannot be held responsible for the validity of information provided. 

 

 



October 2008                                                                                                                                                    Page  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 
effort has been made to ensure the correctness of information, Metasite Business Solutions UAB 
cannot be held responsible for the validity of information provided. 

 

 

Table of contents 
 

Table of contents ............................................................................................................... 2 
Executive summary ............................................................................................................ 4 
Conclusions ........................................................................................................................ 9 
Introduction ..................................................................................................................... 10 

1. Introducing The Baltic E-Banking Report 2008 .................................................... 10 

2. Goals of the study ............................................................................................. 11 

3. What the report offers ....................................................................................... 12 

Methodology ................................................................................................................... 13 

4. Key definitions ................................................................................................... 13 

5. General methodology ........................................................................................ 14 

6. Banks covered in the report ............................................................................... 15 

6.1 Lithuanian banks....................................................................................... 15 
6.2 Latvian banks ............................................................................................ 16 
6.3 Estonian banks ......................................................................................... 17 

7. Banks excluded from the research ..................................................................... 18 

7.1 Reasons for exclusion ................................................................................ 18 
7.2 Excluded Lithuanian banks ........................................................................ 18 
7.3 Excluded Latvian banks ............................................................................. 18 
7.4 Excluded Estonian banks ........................................................................... 18 

8. E-Banking Fees ................................................................................................... 19 

8.1 Lithuanian banks....................................................................................... 19 
8.2 Latvian banks ............................................................................................ 20 
8.3 Estonian banks ......................................................................................... 21 

9. Subject of the research ...................................................................................... 22 

9.1 What was researched ............................................................................... 22 
9.2 An example of the public website ............................................................. 23 
9.3 An example of an Internet Banking System ............................................... 23 

10. Explanation of the tests ..................................................................................... 24 

10.1 The five tests in brief ................................................................................ 24 
10.2 Functionality test ...................................................................................... 25 
10.3 Mobile banking ......................................................................................... 26 
10.4 Clarity test ................................................................................................ 27 
10.5 Convenience test ...................................................................................... 28 
10.6 10.6 Customer Service Responsiveness test ............................................... 33 

11. Composing the final rankings ............................................................................ 35 

The results of the tests .................................................................................................... 36 

12. Functionality ...................................................................................................... 36 

12.1 Sign up ..................................................................................................... 39 
12.2 Log in ....................................................................................................... 46 
12.3 Account information ................................................................................. 53 
12.4 Transactions ............................................................................................. 60 
12.5 Payment options ....................................................................................... 67 
12.6 Deposits ................................................................................................... 73 
12.7 Loans ........................................................................................................ 79 
12.8 Leasing ..................................................................................................... 87 
12.9 Security measures ..................................................................................... 90 
12.10 Languages ................................................................................................ 97 
12.11 Help system ............................................................................................ 100 
12.12 Investment services ................................................................................. 106 
12.13 Payment cards ........................................................................................ 112 
12.14 Insurance services ................................................................................... 119 
12.15 Other services ......................................................................................... 122 



October 2008                                                                                                                                                    Page  3

 

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 
cannot be held responsible for the validity of information provided. 

 

 

13. Mobile banking ............................................................................................... 129 

13.1 Overall results of mobile banking test ..................................................... 130 
13.2 WAP banking functionality results ........................................................... 133 
13.3 SMS banking functionality results............................................................ 142 
13.4 Mini Opera compatibility results .............................................................. 153 

14. Clarity .............................................................................................................. 157 

14.1 Overall clarity test results ........................................................................ 158 
14.2 Public website clarity ............................................................................... 161 
14.3 Internet banking system clarity results ..................................................... 167 
14.4 Individual test results for Lithuanian banks .............................................. 173 
14.5 Individual test results for Latvian banks ................................................... 183 
14.6 Individual test results for Estonian banks ................................................. 202 

15. Convenience .................................................................................................... 212 

15.1 Overall results of the convenience test .................................................... 213 
15.2 Number of mouse clicks needed ............................................................. 218 
15.3 Number of pages necessary to load ........................................................ 221 
15.4 Number of keystrokes needed ................................................................ 224 

16. Customer Service Responsiveness .................................................................... 227 

16.1 Customer Service Responsiveness Index .................................................. 229 
16.2 Reaction times ........................................................................................ 232 

Composite rankings 2008 .............................................................................................. 243 
Conclusions .................................................................................................................... 250 
About the Authors ......................................................................................................... 251 
 



October 2008                                                                                                                                                    Page  4

 

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 
cannot be held responsible for the validity of information provided. 

 

 

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 doesnÊt need 

to visit bank branch, interaction and personalization is coming into e-banking. Banks start to 

personalize their e-banking systems for a specific clientÊs 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: 
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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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Overall rankings 2008 in Lithuania 
 

Rank 
2008

Rank 
2007 

Bank 
Attracting 
new clients 

Retaining 
existing 
clients 

Total 

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 5.5 11.2 

7 (7) Siauliu bankas 5.3 5.4 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 

BEST 

WORST 

Composite Ranking – Lithuania 2008 
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Latvian banks 

 
 

DANSKE

GE MONEY

LTB, PRIVATBANK

LBB

SWEDBANK

KRAJBANKA

SEB, NORDEASMP

DnB

PAREX

RIB

TKB

NORVIK

RIETUMU, BALTIKUMS

HIPOTEKU

VEF

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

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

A
TT
R
A
C
TI
N
G
 N
EW

 C
LI
EN

TS

RETAINING EXISTING CLIENTS

 
 

Overall rankings 2008 in Latvia 
 

Rank
2008

Rank 
2007 

Bank 
Attracting 
new clients 

Retaining 
existing 
clients 

Total 

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) SEB banka 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 4.9 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 

BEST 

WORST 

Composite Ranking – Latvian 2008 
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Estonian banks 
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Overall rankings 2008 in Estonia 
 

Rank
2008

Rank 
2007 

Bank 
Attracting 
new clients 

Retaining 
existing 
clients 

Total 

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 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 

 

  
 

BEST 

WORST 

Composite Ranking – Estonian 2008 
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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 donÊt 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 banksÊ 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.  

I would like to express my sincere gratitude to all banksÊ 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 SolutionsÊ 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 yearÊs 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 yearÊs report.  



October 2008                                                                                                                                                    Page  12

 

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 
cannot be held responsible for the validity of information provided. 

 

 

 

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: 

 Not an evaluation of technical platforms 

 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 bankÊs e-offerings from a retail clientÊs perspective: 

 Functionality 

 Mobile banking 

 Clarity 

 Convenience 

 Customer Service Responsiveness 
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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 

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.  

Public website  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.  

Internet Banking 

System (IBS)  

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.  

History;  

Account history  

A historical list of transactions carried out (or attempted) by the user 

during a certain period of time.  

Client  

User  

Customer 

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

retail bank.  

Wire transfer 

Money transfer 

Payment order  

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).  

Transaction An operation involving a client's funds and carried out in the 

Internet Banking System (e.g. transfers, currency conversions, utility 

payments).  

 



October 2008                                                                                                                                                    Page  14

 

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 
cannot be held responsible for the validity of information provided. 

 

 

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 bankÊs Internet banking offerings in five 

major categories: 

 

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 DnB Nord www.dnbnord.lt  

4 Medicinos bankas www.medbank.lt  

5 Nordea www.nordea.lt  

6 Parex bankas www.parex.lt  

7 SEB bankas www.seb.lt  

8 Swedbank www.swedbank.lt  

9 Siauliu bankas www.sb.lt  

10 Ukio bankas www.ub.lt  
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6.2 Latvian banks 

1 Danske banka www.danskebanka.lv  

2 DnB Nord www.dnbnord.lv  

3 GE Money Bank www.gemoneybank.lv  

4 Hipoteku banka www.hipo.lv  

5 Komercbanka Baltikums www.baltikums.lv  

6 Latvijas Biznesa banka www.lbb.lv  

7 Latvijas Krajbanka www.lkb.lv  

8 Latvijas tirdzniecibas banka www.ltblv.com  

 9 Nordea www.nordea.lv  

10 Norvik banka www.norvik.lv  

11 Parex banka www.parex.lv  

12 Privatbank www.privatbank.lv  

13 Regionala investiciju banka www.rib.lv  

14 Rietumu banka www.rietumu.lv  

15 SEB banka www.seb.lv  

16 SMP banka www.smpbank.lv  

17 Swedbank www.swedbank.lv  

18 Trasta komercbanka www.tkb.lv  

19 VEF banka www.vefbank.com  
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6.3 Estonian banks 

1 DnB Nord www.dnbnord.ee  

2 Handelsbanken www.handelsbanken.ee  

3 Krediidipank www.krediidipank.ee  

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.swedbank.ee  

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 
Pank 

Only investment services offered.  

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 yearÊs report.  

8.1 Lithuanian banks 

Bank Name 
Opening 

fee 

Additional 
opening 

costs 

Monthly 
fee 

Closing 
fee 

IBS transa-
ction fee* 

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 bankas1 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  LTL0.00  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 

                                                 
1 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 
Opening 

fee 

Additional 
opening 

costs 

Monthly 
fee 

Closing 
fee 

IBS transa-
ction fee* 

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 Baltikums1 LVL 5.00 LVL 10.00 LVL 0.00 LVL 0.00 LVL 0.30 

Latvijas Biznesa Banka2 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 banka3 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 banka4 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20 

Rietumu banka5 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 komercbanka6 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 

 

                                                 
1 10.00 LVL is charged for code generator for IBS access 

2 1.00 LVL is charged for enabling IBS access 

3 10.00 LVL is charged for generating a code table for IBS access 

4 5.00 LVL is charged as yearly debit card usage fee 

5 10.00 LVL is charged for digital certificate for enabling IBS access 

6 20.00 LVL is charged for code generator for IBS access 
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8.3 Estonian banks 

Bank Name 
Opening 

fee 

Additional 
opening 

costs 

Monthly 
fee 

Closing 
fee 

IBS transa-
ction fee* 

DnB Nord1 EEK 0.00 EEK 100.00 EEK 0.00 EEK 0.00 EEK 2.00 

Handelsbanken2 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 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                 
1 100.00 EEK – a payment for PIN calculator for IBS access 

2 20.00 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: 

 The public website of every analyzed bank.   

 The Internet Banking System of every analyzed bank.  

 

Retail 
Clients

Corporate
clients

Public 
website

Internet 
banking 
system

 

While a significant portion of the findings in this report perfectly apply to the online services the 

banks offer to their business customers or premium 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 

 
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.  

 

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 banksÊ 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 

 

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: ıIs it possible to set up automatic periodical payments 

Evaluation: ıYes 

Functionality subcategories  

1. Sign-up section 

2. Login section 

3. Transactions 

4. Account information 

5. Payment options 

6. Deposits 

7. Loans 

8. Leasing 

9. Security measures 

10. Languages 

11. Help system 

12. Investment services 

13. Payment cards 

14. Insurance services 

15. Other services 

 

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 

 

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 

2. Information 

3. Transactions 

4. Help system 

5. Security measures  

 

SMS Mobile banking subcategories  

1. Subscription and service management 

2. Information 

3. Notifications 

4. Help system 

5. Security measures  

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 clientÊs 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 

 

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: ıAppropriate text line lengths (~75 characters) 

Evaluation: Yes 

 
Clarity subcategories 

In the public website In the Internet Banking System 

1. Homepage 

2. Page layout 

3. Navigation 

4. Text readability 

1. Banking operations 

2. Page layout 

3. Navigation 

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 bankÊs public website and internet banking system 

by the selected parameters. Overall bankÊs clarity index is an average of all public website and 

Internet Banking SystemÊs subcategories indexes.  
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10.5 Convenience test 

 

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 

3. Data entered (number of keystrokes) 

Convenience 
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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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Enter passwords 

10.6 

Open IBS login page 

Open Public Website 
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Enter payment details 

Log in to IBS / Check Balance 

Enter domestic payment 
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Sign the payment order 

Complete the transaction 
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10.6 Customer Service Responsiveness test 

 

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 usersÊ 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 I need to 
give to the person transferring? 

Regards  

 

Complex: 

Hi, 

I'm looking to invest around 10000 EUR, can you provide me with information about 
which of the investment products you're offering resulted in highest overall return in 
last year? 

Regards  
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Presentation of the results 

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

speed: 

Less than 30 min. 5 points (excellent) 

Less than 2 hours   4 points (very good) 

Less than 8 hours   3 points (satisfactory) 

Less than 24 hours 2 points (poor)

More than 24 hours  1 point (very poor) 

Over 1 week            0 points (no-response result, email mishandled)

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

 The factual accuracy of the answer was rated from 0 to 2, where 0 was given for an email 

that did not provide an answer to the question, 1 - for an email that partially answered 

the question, and 2 - for an email that provided a full answer. 

 For providing contact details in a reply (specifically, the name of the responsible client 

service person and telephone number for further inquiries), 1 point was awarded. 

 A politely written email with the suitable official expressions and annotations was 

rewarded 1 extra point.  

 An email with no grammatical mistakes was awarded 1 extra point. Note that replacing 

special national characters with their Latin equivalents in certain languages (Ą,Č,Ė 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 bankÊs overall 

standing among its peers. To make the research more valuable to high level banking executives, a 

synthetic model has been constructed, representing every bankÊs ability to leverage the e-channel in 

two key areas, namely:  

 Attracting new clients  

 Retaining current clients 

By using Delphi methodology, benchmark weights were derived and adjusted to reflect the 

averages as follows:   

 

Test 
Attracting 
potential 

clients 

Retaining 
current 
clients 

Functionality 3 3 

Mobile banking 2 2 

Clarity 3 2 

Convenience 2 3 

Responsiveness 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 

 

12. Functionality  

Lithuanian banks  

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

Swedbank

SEB bankas

Danske bankas

Siauliu bankas

Bankas SNORAS

Parex bankas

DnB NORD

Ukio bankas

Medicinos bankas

Nordea

AVERAGE

75%

74%

70%

66%

66%

64%

64%

63%

51%

49%

64%

Overall Functionality results for Lithuanian banks

 
                       Higher figures represent better results 
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Latvian banks  

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

Swedbank

Norvik banka

Parex banka

SEB

DnB Nord

Hipoteku banka

Latvijas Krajbanka

Latvijas Biznesa banka

GE Money bank

Trasta komercbanka

SMP banka

Nordea

Danske banka

Privatbank

Regionala Investiciju banka

Rietumu banka

Komercbanka Baltikums

Latvijas Tirdzniecibas banka

VEF banka

AVERAGE

74%

70%

68%

66%

61%

59%

59%

53%

53%

46%

46%

46%

42%

42%

42%

41%

38%

36%

25%

51%

Overall Functionality results for Latvian banks

 
Higher figures represent better results 
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Estonian banks  

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

SEB pank

Swedbank

Sampo pank

Krediidipank

Nordea

Tallinna Aripank

DnB NORD

Marfin pank

Parex pank

Handelsbanken

AVERAGE

87%

83%

80%

69%

59%

49%

47%

46%

45%

38%

60%

Overall Functionality results for Estonian banks

 
Higher figures represent better results 
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12.1 Sign up 

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

Lithuanian banks  

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

Siauliu bankas

Swedbank

Bankas SNORAS

DnB NORD

SEB bankas

Ukio bankas

Nordea

Medicinos bankas

Parex bankas

Danske bankas

AVERAGE

88%

75%

75%

75%

75%

75%

75%

75%

63%

63%

74%

Sign Up functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results  
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Filling the account opening form on the Internet - - - - - - - - - - 

A single telephone number for information + + + + + + + + + + 

A single email address for information + + + + + + + + + + 

Addresses of the branches provided in the bank's public website + + + + + + + + + + 

Working hours of the branches provided in the bank's public website + + + + + + + + + + 

Telephone numbers of the branches provided in the bank's public website + - - + - - - + - + 

Demo-user (try out) version provided - - + - + - + + + - 

Full information about the price of IBS + + + + + + + + + + 
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Commentary 

 
 Danske bank and Parex bank lags behind compared to other bank, since neither demo 

version of IBS, nor phone numbers to branches are provided. 
 

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

 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. 

 

 In AB Šiaulių 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. 

 

 
 

 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. 
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Latvian banks 
 

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

DnB Nord

Parex banka

Norvik banka

Hipoteku banka

Danske banka

Latvijas Tirdzniecibas banka

Privatbank

Rietumu banka

Latvijas Krajbanka

Swedbank

Latvijas Biznesa banka

Nordea

Trasta komercbanka

VEF banka

SMP banka

Komercbanka Baltikums

GE Money bank

SEB

Regionala Investiciju banka

AVERAGE

88%

88%

88%

88%

75%

75%

75%

75%

75%

63%

63%

63%

63%

63%

63%

63%

63%

63%

50%

70%

Sign Up functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results 

 D
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Filling the account opening form on the Internet - - - - - - - - - - - - - - - - - - - 

A single telephone number for information + + - - + + + + + + + + + - + + + + + 

A single email address for information + + - + + + + + + + + + + + + + + + + 

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

+ + + + + + + + + + + + + + + + + + + 

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

+ + + + + + - + + + + + + + + + + + - 

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

+ + + - + + + + + - + + + - + + + + + 

Demo-user (try out) version provided - + + + + - - - - + + + - - - - - - + 

Full information about the price of IBS + + + + + - + + + - + + + + + - - - - 

 
 



October 2008                                                                                                                                                    Page  42

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Commentary 

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

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

 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. 

 

 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. 
 

 
 

 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‰ 
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 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.  

 

 
 

 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. 

 

 
 

 While the account at Latvijas Tirdzniecības 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. 
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Estonian banks 
 

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

Krediidipank

Parex pank

SEB pank

Sampo pank

Nordea

Marfin pank

Handelsbanken

Tallinna Aripank

Swedbank

DnB NORD

AVERAGE

88%

88%

88%

88%

88%

75%

75%

75%

63%

50%

78%

Sign Up functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results 
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Filling the account opening form on the Internet - - - - - - - - - - 

A single telephone number for information + + + + + + + + + + 

A single email address for information + + + + + + + + + + 

Addresses of the branches provided in the bank's public website + + + + + + + + + + 

Working hours of the branches provided in the bank's public website - + + + + + + + + + 

Telephone numbers of the branches provided in the bank's public website - + + + + + + + - + 

Demo-user (try out) version provided - - + - + + + + - - 

Full information about the price of IBS + + + + + + + + + + 
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Commentary 

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

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

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

 

 
 

 For customer convenience short information numbers are provided by Nordea. 
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12.2 Log in  

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 

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

Bankas SNORAS

Parex bankas

Ukio bankas

Danske bankas

Siauliu bankas

DnB NORD

SEB bankas

Medicinos bankas

Swedbank

Nordea

AVERAGE

100%

100%

100%

100%

83%

67%

67%

67%

50%

50%

78%

Login functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results 
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IBS log in field on the first page of the bank website + + + + + + + + + + 

Clear error recovery messages, if incorrect data is entered + + + + + + + + + + 

Help directions are given in the error messages + + - - - - + - + + 

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 + + + + + + + + + + 
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Commentary  

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

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

 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. 
 

 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. 
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Latvian banks 

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

Parex banka

Norvik banka

Danske banka

DnB Nord

Rietumu banka

Latvijas Krajbanka

Komercbanka Baltikums

GE Money bank

Swedbank

Latvijas Biznesa banka

Regionala Investiciju banka

SMP banka

SEB

Latvijas Tirdzniecibas banka

Privatbank

Trasta komercbanka

VEF banka

Hipoteku banka

Nordea

AVERAGE

100%

100%

83%

83%

83%

83%

83%

83%

67%

67%

67%

67%

67%

50%

50%

50%

50%

50%

33%

69%

Login functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results 

 

 D
a
n
sk

e
 b

a
n
k
a
 

D
n
B
 N

o
rd

 

G
E
 M

o
n
e
y 

b
a
n
k 

S
w

e
d
b
a
n
k 

H
ip

o
te

k
u
 b

a
n
ka

 

K
o
m

e
rc

b
a
n
k
a
 B

a
lt
ik

u
m

s 

La
tv

ija
s 

B
iz

n
e
sa

 b
a
n
k
a
 

La
tv

ija
s 

K
ra

jb
a
n
k
a
 

La
tv

ija
s 

T
ir
d
zn

ie
cī

b
a
s 

b
a
n
ka

 

N
o
rd

e
a
 

N
o
rv

ik
 b

a
n
ka

 

P
a
re

x 
b
a
n
k
a
 

P
ri
va

tb
a
n
k 

R
e
ģi

o
n
āl
ā 

In
ve

st
īc

iju
 b

a
n
ka

 

R
ie

tu
m

u
 b

a
n
k
a
 

S
E
B
 

S
M

P
 b

a
n
ka

 

T
ra

st
a
 k

o
m

e
rc

b
a
n
k
a
 

V
E
F 

b
a
n
k
a
 

IBS log in field on the first page of the bank 
website 

+ + + + + + + + + - + + + + + + + + + 

Clear error recovery messages, if incorrect data is 
entered 

+ + + - + + + + + + + + + + + + + + + 

Help directions are given in the error messages + - + + - + - + - - + + - + + - + - - 

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 + + + + + + + + - + + + + + + + + + - 
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Commentary 

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

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

 To log in the IBS of Rietumu banka, the user needs to install a digital certificate first. 
 

 
 

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

 
 



October 2008                                                                                                                                                    Page  50

 

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 
cannot be held responsible for the validity of information provided. 

 

 

 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. 
 

 
 

 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. 
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Estonian banks 

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

Krediidipank

Parex pank

SEB pank

Sampo pank

Swedbank

DnB NORD

Marfin pank

Handelsbanken

Tallinna Aripank

Nordea

AVERAGE

83%

83%

83%

83%

67%

67%

67%

67%

67%

50%

72%

Login functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results 
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IBS log in field on the first page of the bank website + + + + + + + + + + 

Clear error recovery messages, if incorrect data is entered + + + + + + + + + + 

Help directions are given in the error messages - - - + - - - + + - 

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 + + + + + + + + + + 
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Commentary  

 

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

 Sampo bank considered as best performer of login category, as almost all expected things 
were present. 

 

 Swedbank provides a very easy sign in procedure. 
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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 

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

Swedbank

SEB bankas

Siauliu bankas

Ukio bankas

Nordea

Medicinos bankas

Bankas SNORAS

Parex bankas

Danske bankas

DnB NORD

AVERAGE

90%

90%

80%

80%

80%

80%

70%

70%

70%

60%

77%

Account information functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results  
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Accounts list page with all accounts + + + + + + + + + + 

Customizing the accounts list page + + - + + + + + + + 

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 + + + + + + + + + + 

Saving the list of transactions to file + + + + + + + + + + 

Possibility to sort transactions by amount of money transferred - - - + + - - + + + 

Possibility to sort transactions by currency - - - + - - - + - - 

Type of account is displayed on the accounts page + + + + + + + + + + 
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Commentary  

 

 Huge variety of available formats for exporting transaction history. 
 

 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. 

 

 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. 
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Latvian banks 

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

Swedbank

Norvik banka

Latvijas Biznesa banka

Parex banka

GE Money bank

DnB Nord

Latvijas Tirdzniecibas banka

Privatbank

Rietumu banka

SMP banka

Hipoteku banka

Latvijas Krajbanka

Komercbanka Baltikums

Danske banka

Nordea

Regionala Investiciju banka

Trasta komercbanka

SEB

VEF banka

AVERAGE

90%

90%

70%

70%

70%

60%

60%

60%

60%

60%

60%

60%

60%

50%

50%

50%

50%

50%

0%

59%

Account information functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results 
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Accounts list page with all accounts + + + + + + + + + + + + + + + + + + - 

Customizing the accounts list page - + + + + - + + - - + + - - - - - - - 

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 + + + + + + + + + - + + + + + + + + - 

Saving the list of transactions to file - + + + - - + + - + + + + - - + + - - 

Possibility to sort transactions by amount of money 
transferred 

- - - + - - - - - - + - - - - - - - - 

Possibility to sort transactions by currency - - - + - + - - + - + - - + + - + + - 

Type of account is displayed on the accounts 
page 

+ - + + + + + - + + + + + - + + - - - 
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Commentary  

 

 Almost all banks provide the possibility to print transaction history without selecting 
manually what to print. 
 

 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. 
 

 
 

 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. 
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 Swedbank and GE Money bank provide best examples of sorting transaction history. 
 

 
 

 
 

 In the IBS of Rietumu banka in the history of transactions page there is a mistype of 
„transactions‰ (saying „Tranzakcijas‰ instead of „Transakcijas‰). 
 

 
 
 

 



October 2008                                                                                                                                                    Page  58

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Estonian banks 

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

Swedbank

SEB pank

Sampo pank

Parex pank

DnB NORD

Nordea

Tallinna Aripank

Krediidipank

Marfin pank

Handelsbanken

AVERAGE

100%

90%

80%

70%

70%

70%

70%

60%

60%

50%

72%

Account information functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results  
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Accounts list page with all accounts + + + + + + + + + + 

Customising the accounts list page - - + - - + + - + - 

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 + + + + + + + + + + 

Saving the list of transactions to file + + + + + + + + + + 

Possibility to sort transactions by amount of money transferred + - + - - - - + + + 

Possibility to sort transactions by currency - - + - + - - + + - 

Type of account is displayed on the accounts page + - + + - - + + + + 
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Commentary  

 

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

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

 Krediidipank offers very good customation opportunities for transaction history. 
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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  

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

SEB bankas

Siauliu bankas

DnB NORD

Ukio bankas

Medicinos bankas

Parex bankas

Nordea

Swedbank

Bankas SNORAS

Danske bankas

AVERAGE

100%

100%

93%

93%

93%

87%

87%

80%

80%

80%

89%

Transactions functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results  
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Local one-time transfers + + + + + + + + + + 

International one-time transfers + + + + + + + + + + 

Periodical (recurring) local transfers + + + + + + + + + + 

Periodical (recurring) international transfers + + - - - - + + + - 

Delayed (timed) local transfers + + + + + + + + + + 

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 *) - - + - + + - + + + 

All necessary fields for an international transfer are marked (i.e. with an asterisk *) - - + - + + - + + + 

Suggested transaction serial number + + + + + + + + + + 

Both a point and a comma accepted as a decimal separator + + + + + + + + + + 

Possibility to order an SMS/email notification when transaction has been completed - - + + + - + + + + 

Carrying out currency operations + + + + + + + + + + 
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Commentary  

 

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

 Several banks still donÊt have a feature to notify their customers via SMS/e-mail when 
there is a cash inflow/outflow into/from their account. 

 

 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. 

 

 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. 

 

 
 

 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. 
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Latvian banks 

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

Norvik banka

Hipoteku banka

Nordea

Parex banka

DnB Nord

Latvijas Biznesa banka

SEB

Swedbank

Latvijas Krajbanka

GE Money bank

Latvijas Tirdzniecibas banka

Privatbank

Regionala Investiciju banka

Trasta komercbanka

SMP banka

Komercbanka Baltikums

Rietumu banka

Danske banka

VEF banka

AVERAGE

93%

93%

87%

87%

80%

80%

80%

73%

73%

73%

67%

67%

67%

67%

67%

60%

47%

40%

27%

70%

Transactions functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results  

 D
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Local one-time transfers + + + + + + + + + + + + + + + + + + + 

International one-time transfers + + + + + + + + + + + + + + + + + + + 

Periodical (recurring) local transfers - + + + + - + - - + + + - - - + - - - 

Periodical (recurring) international transfers - - + + + - + - - + + - - - - + - - - 

Delayed (timed) local transfers + + + + + + + + + + + + + + + + + + - 

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 *) 

- + + - + - + + + + + + + + - + + + - 

All necessary fields for an international transfer 
are marked (i.e. with an asterisk *) 

- + + - + - + + + + + + + + - + + + - 

Suggested transaction serial number + + - + + - + + - - + + + + - - + + - 

Both a point and a comma accepted as a decimal 
separator 

- + + + + + - + + + + + - - - - - - - 

Possibility to order an SMS/email notification 
when transaction has been completed 

- - - - + - - + - - + + - - - - - - - 

Carrying out currency operations + + - + + + + - + + + + + + + + + + - 
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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. 

 

 
 

 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. 
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 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. 

 

 
 

 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 

 

 
 

 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 isnÊt compatible with Windows Vista. 
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Estonian banks 

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

SEB pank

Swedbank

Nordea

Sampo pank

DnB NORD

Krediidipank

Parex pank

Marfin pank

Handelsbanken

Tallinna Aripank

AVERAGE

93%

87%

87%

80%

80%

67%

67%

67%

67%

67%

76%

Transactions functionality in Estonian banks

 
 Higher figures represent better results 

Detailed testing results 
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Local one-time transfers + + + + + + + + + + 

International one-time transfers + + + + + + + + + + 

Periodical (recurring) local transfers + + + + + + + + + + 

Periodical (recurring) international transfers - - + - - - - - - - 

Delayed (timed) local transfers + + + + + + + + + + 

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 *) + - - - - + - - + - 

All necessary fields for an international transfer are marked (i.e. with an asterisk *) + - - - - + - - + - 

Suggested transaction serial number + + + - + + + + + + 

Both a point and a comma accepted as a decimal separator - + + + + + + + + + 

Possibility to order an SMS/email notification when transaction has been completed - - + + - - - + + - 

Carrying out currency operations + + + + + + + + + + 
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Commentary 

 

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

 

 SMS notification seems to be a new area that has only started to develop. 
 

 Most banks tend to allow both point and comma as the deciamal separator. 
 

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

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

Swedbank

Bankas SNORAS

Parex bankas

SEB bankas

Ukio bankas

Danske bankas

Siauliu bankas

DnB NORD

Medicinos bankas

Nordea

AVERAGE

90%

90%

90%

90%

90%

90%

70%

60%

60%

0%

73%

Payment options functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results 
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Possibility to pay for water + + + + + - + + + + 

Possibility to pay for electricity + + + + + - + + + + 

Possibility to pay for heating + + + + + - + + + + 

Possibility to pay for mobile telephone (3 largest providers) + + + + + - + + + + 

Possibility to pay for the Internet (at least 3 providers in capital) + + + + + - + + + + 

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

Possibility to transfer money to a pre-paid mobile phone number account (3 largest 
providers) 

- - - - - - - - - - 

Direct debit payments are available + + - + - - + + - + 

Filling a direct debit payment application form online + + - + - - + + - + 

A printable direct debit payment application form is available online + + - + - - + + + + 
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Commentary  

 

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

 

 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). 

 

 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. 

 

 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. 
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Latvian banks  

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

Swedbank

Parex banka

SEB

Norvik banka

GE Money bank

DnB Nord

Latvijas Biznesa banka

SMP banka

Hipoteku banka

Latvijas Krajbanka

Privatbank

Danske banka

Latvijas Tirdzniecibas banka

Nordea

Regionala Investiciju banka

Rietumu banka

Trasta komercbanka

VEF banka

Komercbanka Baltikums

AVERAGE

80%

80%

80%

60%

60%

50%

30%

30%

30%

30%

20%

0%

0%

0%

0%

0%

0%

0%

0%

29%

Payment options functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results 
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Possibility to pay for water - - - - - - - - - - - + - - - - + - - 

Possibility to pay for electricity - + + + - - - - - - + + - - - + - - - 

Possibility to pay for heating - - - - - - - - - - - - - - - - - - - 

Possibility to pay for mobile telephone (3 largest 
providers) 

- - + + - - - + - - + + + - - + + - - 

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

- - - + - - + - - - - + - - - + - - - 

Possibility to pay for cable television (at least 1 
cable TV provider in capital) 

- + + + - - + + - - + + + - - + + - - 

Possibility to transfer money to a pre-paid mobile 
phone number account (3 largest providers) 

- - - + - - + - - - - - - - - + - - - 

Direct debit payments are available - + + + + - - + - - + + - - - + - - - 

Filling a direct debit payment application form 
online 

- + + + + - - - - - + + - - - + - - - 

A printable direct debit payment application form 
is available online 

- + + + + - - - - - + + - - - + - - - 
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Commentary 
 

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

 

 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. 

 

 
 

 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 

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

Swedbank

SEB pank

Sampo pank

Krediidipank

Nordea

Parex pank

DnB NORD

Marfin pank

Handelsbanken

Tallinna Aripank

AVERAGE

100%

100%

100%

90%

80%

0%

0%

0%

0%

0%

47%

Payment options functionality in Estonian banks

 
 Higher figures represent better results 

Detailed testing results  
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Possibility to pay for water - - + + - + - + + - 

Possibility to pay for electricity - - + + - + - + + - 

Possibility to pay for heating - - + + - + - + + - 

Possibility to pay for mobile telephone (3 largest providers) - - + + - + - + + - 

Possibility to pay for the Internet (at least 3 providers in capital) - - + + - - - + + - 

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

Possibility to transfer money to a pre-paid mobile phone number account (3 largest 
providers) 

- - + - - - - + + - 

Direct debit payments are available - - + + - + - + + - 

Filling a direct debit payment application form online - - + + - + - + + - 

A printable direct debit payment application form is available online - - + + - + - + + - 
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Commentary 

 

 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. 
 

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

 
 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 doesnÊt 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  

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

SEB bankas

Danske bankas

Swedbank

Bankas SNORAS

DnB NORD

Parex bankas

Siauliu bankas

Ukio bankas

Medicinos bankas

Nordea

AVERAGE

88%

88%

75%

75%

75%

75%

75%

75%

75%

63%

76%

Deposits functionality in Lithuanian banks

 
 Higher figures represent better results 

Detailed testing results  
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Deposits in local currency + + + + + + + + + + 

Deposits in EUR + + + + + + + + + + 

Deposits in USD + + + + + + + + + + 

Interest calculator within the IBS - - + - + + - + - + 

Interest rate information is provided + + + + + + + + + + 

Interest calculator on the bank's public website - + - - + - + - + - 

Possibility to withdraw the deposit directly from IBS + + - + - - + + + - 

Information on accrued interest is present + + + + - - - + - + 
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Commentary 

 

 It is 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. 
 

 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. 
 

 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. 
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Latvian banks 

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

Swedbank

SMP banka

Latvijas Biznesa banka

Hipoteku banka

Privatbank

Rietumu banka

Trasta komercbanka

Norvik banka

SEB

DnB Nord

Latvijas Krajbanka

Nordea

Regionala Investiciju banka

VEF banka

Parex banka

GE Money bank

Komercbanka Baltikums

Danske banka

Latvijas Tirdzniecibas banka

AVERAGE

100%

100%

88%

88%

75%

75%

75%

75%

75%

63%

63%

50%

50%

38%

38%

38%

25%

13%

13%

60%

Deposits functionality in Latvian banks

  Higher figures represent better results 

Detailed testing results  
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Deposits in local currency - + + + + - + + - + + + + + + + + + + 

Deposits in EUR - + - + + - + - - + - - + + + + + + + 

Deposits in USD - + - + + - + - - + - - + + + + + + + 

Interest calculator within the IBS - - - + - - - + - - + - - - - - + - - 

Interest rate information is provided + + + + + + + + + + + + + + + + + + - 

Interest calculator on the bank's public website - - - + + + + + - - + - + - - + + + - 

Possibility to withdraw the deposit directly from IBS - - - + + - + - - - + - - - + - + - - 

Information on accrued interest is present - + + + + - + + - - + + + - + + + + - 
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Commentary  

 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.  

 

 
 

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

 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. 
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Estonian banks  

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

Krediidipank

Swedbank

Sampo pank

SEB pank

Marfin pank

Parex pank

DnB NORD

Nordea

Tallinna Aripank

Handelsbanken

AVERAGE

100%

100%

88%

75%

75%

63%

63%

63%

63%

25%

71%

Deposits functionality in Estonian banks

 
  Higher figures represent better results 

Detailed testing results 
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Deposits in local currency + - + + + + + + + + 

Deposits in EUR + - + + + + + + + + 

Deposits in USD + - + + + + + + + + 

Interest calculator within the IBS - - + + + + - - - - 

Interest rate information is provided + - + + + + + + + + 

Interest calculator on the bank's public website - - + + - - - + - - 

Possibility to withdraw the deposit directly from IBS + + + + + - + + + - 

Information on accrued interest is present - + + + - - - + + + 
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Commentary  

 

 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 

 

 Most banks do not show the accrued interest in the IBS; however, it can be found over 
the phone or in the branch. 

 

 Very few banks have interest calculators in the IBS. 
 

 A good example of an interest calculator is provided by Swedbank, it is possible to choose 
deposit type, amount and term. 
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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 

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

Bankas SNORAS

Siauliu bankas

Nordea

Swedbank

DnB NORD

SEB bankas

Danske bankas

Parex bankas

Ukio bankas

Medicinos bankas

AVERAGE

81%

81%

81%

75%

75%

75%

75%

50%

44%

38%

68%

Loans functionality in Lithuanian banks

 
  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 + + + + - - - + + - 

Taking out a consumer loan via the Internet Banking System + - + + - - - + - - 

Consumer loan interest calculator within the Internet Banking System - - - - - + - - + - 

Consumer loan interest information is provided + + + - - + - - + + 

Consumer loan interest calculator on the public website + + + + - + + + + - 

Information about consumer loan conditions + + + + + + + + + + 

Information about documents required to take out a consumer loan + + + + + + + + + + 

A printable mortgage application form + + + + + + + + + + 

Filling a mortgage application form online + + - + - + - + + - 

Taking out a mortgage via the Internet Banking System - - - + - - - + - - 

Mortgage loan interest calculator within the Internet Banking System - - - - - + - - - - 

Mortgage interest information is provided + + + - - + - - + - 

Mortgage interest calculator on the public website + + + + - + + + + - 

Information about mortgage conditions + + + + + + + + + + 

Information about documents required to take out a mortgage + + + + + + + + + + 
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Commentary   

 

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

 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. 

 

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

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

 

 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. 
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 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‰ 

 

 



October 2008                                                                                                                                                    Page  82

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Latvian banks 

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

Hipoteku banka

Nordea

Latvijas Krajbanka

Swedbank

Parex banka

Norvik banka

DnB Nord

SEB

Danske banka

Trasta komercbanka

SMP banka

GE Money bank

Latvijas Biznesa banka

Rietumu banka

Privatbank

Regionala Investiciju banka

VEF banka

Komercbanka Baltikums

Latvijas Tirdzniecibas banka

AVERAGE

88%

81%

81%

69%

69%

63%

56%

56%

50%

44%

44%

44%

31%

31%

25%

25%

13%

6%

0%

46%

Loans functionality in Latvian banks

 
  Higher figures represent better results 

Detailed testing results  

 D
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A printable consumer loan application form + + + + + - + + - + + + - + - + + + - 

Filling a consumer loan application form online + - - + + - + + - + + - - - - - - - + 

Taking out a consumer loan via the IBS - - - - + - - - - - - - - - - - - - - 

Consumer loan interest calculator within the 
Internet Banking System 

- - - + + - - - - + - - - - - - + + - 

Consumer loan interest information is provided + + - + + - + + - + + - - - - + - + - 

Consumer loan interest calculator on the public 
website 

+ + + + + + - + - + + + - - - + + - - 

Information about consumer loan conditions - + + + - - + + - + + + - - - + - - - 

Information about documents required to take out 
a consumer loan 

- + + + + - - + - + + + - + - + + + + 

A printable mortgage application form + + - + + - + + - + - + + + + + + + - 

Filling a mortgage application form online + + - + + - - + - + - + - - - + - - - 

Taking out a mortgage via the IBS - - - - + - - - - - + + - - - - - - - 

Consumer loan interest calculator within the 
Internet Banking System 

- - - - + - - + - + - + - - - - - - - 

Mortgage interest information is provided - - - - + - - + - - + + + - + + - - - 

Mortgage interest calculator on the public website + + + + + - - + - + - + + - + + + + - 

Information about mortgage conditions - - + - - - - + - + + - - - + - - - - 

Information about documents required to take 
out a mortgage 

+ + + + + - - + - + + + + + + - + + - 
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Commentary 
 

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

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

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

 

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

 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. 
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 In the public website of SMP banka a spelling mistake is observed: instead of „Krēdīta‰ 
should be „Kredīta‰. 

 

 
 

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

 
 

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

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

SEB pank

Swedbank

Krediidipank

DnB NORD

Sampo pank

Nordea

Marfin pank

Tallinna Aripank

Parex pank

Handelsbanken

AVERAGE

88%

81%

75%

75%

63%

44%

38%

38%

31%

25%

56%

Loans functionality in Estonian banks

 
  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 + - + + + - - + + - 

Taking out a consumer loan via the Internet Banking System - - + - - - - - - - 

Consumer loan interest calculator within the Internet Banking System - - + - - - - - + - 

Consumer loan interest information is provided + + + + + - - + + - 

Consumer loan interest calculator on the public website + - + + + - - - + - 

Information about consumer loan conditions + - + + + - - + + + 

Information about documents required to take out a consumer loan + - - + + - - - + + 

A printable mortgage application form + + + + - + + + + + 

Filling a mortgage application form online + - + + - + + + + - 

Taking out a mortgage via the Internet Banking System - - - - - - - - - - 

Mortgage interest calculator within the Internet Banking System - - + - - + - - + - 

Mortgage interest information is provided + + + + - + + + + - 

Mortgage interest calculator on the public website + - + + - + - + + - 

Information about mortgage conditions + - + + - + + + + + 

Information about documents required to take out a mortgage + - - + - + + + + + 
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Commentary 
 

 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. 

 

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

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

SEB bankas

Medicinos bankas

Danske bankas

Swedbank

Bankas SNORAS

DnB NORD

Parex bankas

Siauliu bankas

Ukio bankas

Nordea

AVERAGE

67%

67%

33%

0%

0%

0%

0%

0%

0%

0%

17%

Leasing functionality in Lithuanian banks

 
  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 - - - - + - - - - - 

Possibility to set a notification of executed leasing payment - - - - + - - + - - 

 

Commentary  
 

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

 

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

 

 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. 
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Latvian banks 

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

SEB

DnB Nord

Swedbank

VEF banka

Latvijas Krajbanka

Danske banka

Latvijas Biznesa banka

Latvijas Tirdzniecibas banka

Nordea

Privatbank

Regionala Investiciju banka

Rietumu banka

Trasta komercbanka

SMP banka

Parex banka

Norvik banka

Hipoteku banka

Komercbanka Baltikums

GE Money bank

AVERAGE

67%

33%

33%

33%

33%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

11%

Leasing functionality in Latvian banks

 
  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 

- - - + - - - + - - - - - - - + - - - 

Possibility to set a notification of executed leasing 
payment 

- - - - - - - - - - - - - - - - - - - 

 

Commentary 

 

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

 

 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 

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

SEB pank

Swedbank

Sampo pank

Krediidipank

Parex pank

DnB NORD

Marfin pank

Nordea

Handelsbanken

Tallinna Aripank

AVERAGE

100%

67%

67%

33%

33%

33%

0%

0%

0%

0%

33%

Leasing functionality in Estonian banks

 
  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 + - + + - - - - + - 

Possibility to set a notification of executed leasing payment - - + - - - - + + - 

 

Commentary 

 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. 

 

 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 

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

Swedbank

Siauliu bankas

Ukio bankas

Danske bankas

Medicinos bankas

Bankas SNORAS

DnB NORD

Parex bankas

SEB bankas

Nordea

AVERAGE

100%

92%

92%

92%

92%

83%

83%

83%

83%

50%

85%

Security measures functionality in Lithuanian banks

 
  Higher figures represent better results 

Detailed testing results 
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Session Timeout - + + + + + - + + + 

Password card + + + + + + + + + + 

Password card is not larger than the size of ordinary payment card + + + + + + + + + + 

Information about the last log in is provided (time/date). + + - + + - + - + + 

Confirmation code is required for executing a money transfer + + + + + + + + + + 

Permanent (personal) password + + + + + - + + + + 

Possibility to change the permanent password + + + + + - + + + + 

VeriSign or equivalent certificate is shown + + + + + + + + + + 

Mandatory password change when logged for the first time + + + + + - + + + + 

Setting the IBS transaction limits + + + + + + + + + + 

User is warned to close browser window after log out + + + + + - + + + + 

Possibility to set frequency for mandatory change of permanent password - - - + - - - - - - 
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Commentary  

 

 It is really peculiar that some banks do not have a session timeout. 
 

 Several banks still do not provide the time of the last login. 
 

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

 

 All e-banking systems are verified by third parties; the verifications are not expired. 
 

 Nordea stands out, as it is the only bank that does not have a permanent password. 
 

 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. 

 

 
 
 
 



October 2008                                                                                                                                                    Page  92

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Latvian banks  

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

Danske banka

Swedbank

Parex banka

Norvik banka

Komercbanka Baltikums

Regionala Investiciju banka

Hipoteku banka

Latvijas Krajbanka

SEB

DnB Nord

Latvijas Tirdzniecibas banka

Trasta komercbanka

GE Money bank

Latvijas Biznesa banka

SMP banka

Rietumu banka

Nordea

Privatbank

VEF banka

AVERAGE

92%

92%

92%

92%

92%

83%

83%

83%

83%

75%

75%

75%

75%

67%

67%

58%

50%

50%

50%

75%

Security measures functionality in Latvian banks

 
  Higher figures represent better results 

 

Detailed testing results 
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Session Timeout + + + + + + + + + + + + + + + + + + + 

Password card + + + + + + - + - + + + - + - + + + - 

Password card is not larger than the size of 
ordinary payment card 

+ + + + + + - + - + + + - + - + + + - 

Information about the last log in is provided 
(time/date). 

+ + - + + + + + + - + + + + + + - + + 

Confirmation code is required for executing a 
money transfer 

+ - + + - + + + + + + + - + - + + + + 

Permanent (personal) password + + + + + + + + + - + + + + + + + + + 

Possibility to change the permanent password + + + + + + + + + - + + + + + + + + + 

VeriSign or equivalent certificate is shown + + + + + + + + + + + + + + + + + + + 

Mandatory password change when logged for the 
first time 

+ + + + + + + + + - + + + + - + + + - 

Setting the IBS transaction limits + - - - + - + + - + + - - + + + - - - 

User is warned to close browser window after log 
out 

+ - + + + + - - + - - + - - + - - - - 

Possibility to set frequency for mandatory change 
of permanent password 

- + - + - + - - + - + + - - - - - - - 
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Commentary  

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

 

 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. 

 

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

 

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

 

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

 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. 

 

 
 

 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 Menēsis, 3 
Menēši‰ there should be written „1 Mēnesis, 3 Mēneši‰. 
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 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. 

 

 
 

 

 For Baltikums it was very time consuming and hard to find where to change password 
and set frequency for itÊs change. 
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Estonian banks  

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

Swedbank

Parex pank

SEB pank

Tallinna Aripank

DnB NORD

Sampo pank

Marfin pank

Handelsbanken

Krediidipank

Nordea

AVERAGE

100%

92%

92%

92%

83%

75%

75%

75%

67%

50%

80%

Security measures functionality in Estonian banks

 
  Higher figures represent better results 

Detailed testing results  
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Session Timeout + + + + + + + + + + 

Password card + + + + + + + + + + 

Password card is not larger than the size of ordinary payment card - + + + + + + + + + 

Information about the last log in is provided (time/date). + - + - - - + - + + 

Confirmation code is required for executing a money transfer + - + - - + + - + - 

Permanent (personal) password + + + + + - + + + + 

Possibility to change the permanent password + + + + + - + + + + 

VeriSign or equivalent certificate is shown + + + + + + + + + + 

Mandatory password change when logged for the first time + + + - + - + + + + 

Setting the IBS transaction limits + + + + + + - + + + 

User is warned to close browser window after log out + + + + + - + + + + 

Possibility to set frequency for mandatory change of permanent password - - + - - - + - - + 
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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.  
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12.10 Languages  

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

Lithuanian banks 

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

Bankas SNORAS

Parex bankas

Ukio bankas

Swedbank

SEB bankas

Siauliu bankas

Danske bankas

DnB NORD

Nordea

Medicinos bankas

AVERAGE

100%

100%

100%

88%

88%

88%

88%

63%

63%

63%

84%

Languages functionality in Lithuanian banks

 
  Higher figures represent better results 

Detailed testing results  
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Local language public website + + + + + + + + + + 

English public website + + + + + + + + + + 

Russian public website + - - - - - + - - + 

Local language IBS interface + + + + + + + + + + 

English IBS interface + + + + + + + + + + 

Russian IBS interface + + - + - - + + + + 

Local symbols displayed correctly + + + + + + + + + + 

Russian symbols displayed correctly + + - + - - + + + + 

 

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 

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

DnB Nord

Swedbank

Latvijas Biznesa banka

Latvijas Tirdzniecibas banka

Nordea

Privatbank

Regionala Investiciju banka

Rietumu banka

Trasta komercbanka

SMP banka

Norvik banka

Hipoteku banka

Latvijas Krajbanka

Komercbanka Baltikums

GE Money bank

SEB

Danske banka

Parex banka

VEF banka

AVERAGE

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

88%

88%

75%

97%

Languages functionality in Latvian banks

   Higher figures represent better results 

Detailed testing results 
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Local language public website + + + + + + + + + + + + + + + + + + + 

English public website + + + + + + + + + + + - + + + + + + + 

Russian public website + + + + + + + + + + + + + + + + + + + 

Local language IBS interface + + + + + + + + + + + + + + + + + + + 

English IBS interface + + + + + + + + + + + + + + + + + + - 

Russian IBS interface - + + + + + + + + + + + + + + + + + - 

Local symbols displayed correctly + + + + + + + + + + + + + + + + + + + 

Russian symbols displayed correctly + + + + + + + + + + + + + + + + + + + 

 

Commentary 

 

 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 

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

Krediidipank

Swedbank

Parex pank

SEB pank

Sampo pank

Nordea

Tallinna Aripank

DnB NORD

Handelsbanken

Marfin pank

AVERAGE

100%

100%

100%

100%

100%

100%

100%

88%

88%

63%

94%

Languages functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results  
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Local language public website + + + + + + + + + + 

English public website + + + + + + + + + + 

Russian public website + - + + - + + + + + 

Local language IBS interface + + + + + + + + + + 

English IBS interface + + + + + + + + + + 

Russian IBS interface - + + + - + + + + + 

Local symbols displayed correctly + + + + + + + + + + 

Russian symbols displayed correctly + + + + - + + + + + 

 

Commentary 

 

 Most websites, as well as IBS are available in Estonian, English and Russian. 
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12.11 Help system 

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

Lithuanian banks 

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

Swedbank

Parex bankas

Siauliu bankas

Danske bankas

Bankas SNORAS

SEB bankas

Ukio bankas

DnB NORD

Nordea

Medicinos bankas

AVERAGE

90%

80%

80%

80%

70%

70%

70%

60%

50%

50%

70%

Help system functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results 
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Page-level context sensitive help available + + + + + - + + + + 

Glossary is provided + + - - - - + - + - 

FAQs are provided + + + + - + - + + + 

An example of the account opening form provided on the Internet + + - + + - - + - - 

Animated or illustrated tutorial of IBS is provided in the public website - - + + - - + + + + 

Full help contents provided on one page for easy searching - + - + - + + - - - 

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

Allows writing to customer care directly from IBS (without email) + + + + + + + + + + 

Possible sources of errors explained after illegal operations + + - + + + + + + + 

Printable user manual of the IBS provided - - + + - - + - + + 
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Commentary  

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

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

 

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

 

 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. 
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Latvian banks 

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

Norvik banka

SEB

Danske banka

Latvijas Krajbanka

DnB Nord

Parex banka

GE Money bank

Swedbank

Latvijas Biznesa banka

Trasta komercbanka

Hipoteku banka

Latvijas Tirdzniecibas banka

Nordea

Regionala Investiciju banka

Rietumu banka

Komercbanka Baltikums

Privatbank

VEF banka

SMP banka

AVERAGE

100%

100%

80%

80%

70%

70%

70%

60%

60%

60%

60%

50%

50%

50%

50%

50%

40%

40%

40%

62%

Help system functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results  
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Page-level context sensitive help available + + + + + - - + - - + + - + + + - - - 

Glossary is provided + - + - + - - + - - + - - - - + - + + 

FAQs are provided - - - - - - - + - + + + - - - + - - - 

An example of the account opening form provided 
on the Internet 

+ + - + - + + - + - + + - + + + + + - 

Animated or illustrated tutorial of IBS is provided in 
the public website 

+ - - + - - + - - - + + - - - + - - + 

Full help contents provided on one page for easy 
searching 

+ + + + + - + + - + + - + + - + + + + 

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

- + + - + + + + + + + + + - + + - - - 

Allows writing to customer care directly from IBS 
(without email) 

+ + + + + + + + + + + + + + + + + + - 

Possible sources of errors explained after illegal 
operations 

+ + + + + + + + + + + + + + + + + + - 

Printable user manual of the IBS provided + + + - - + - + + - + - - - - + - + + 
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Commentary  
 

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

 Surprisingly FAQs are quite rare. 
 

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

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

 When user clicks on „Sistēmas apraksts‰ (System description) it opens starting page of 
VEF banks home page. 

 

 
 

 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. 
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Estonian banks  

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

Krediidipank

SEB pank

Sampo pank

Nordea

Swedbank

Tallinna Aripank

Parex pank

DnB NORD

Marfin pank

Handelsbanken

AVERAGE

80%

80%

80%

80%

70%

70%

60%

60%

60%

60%

70%

Help system functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results  
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Page-level context sensitive help available + + + + + + + + + + 

Glossary is provided - + + + + + + + + + 

FAQs are provided + - - + - + - - - - 

An example of the account opening form provided on the Internet + + + + + + + + + + 

Animated or illustrated tutorial of IBS is provided in the public website - - + - - - - - - - 

Full help contents provided on one page for easy searching - - - + - + - + + + 

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

Allows writing to customer care directly from IBS (without email) + + + + + + + + + + 

Possible sources of errors explained after illegal operations + + + + + + + + + + 

Printable user manual of the IBS provided - - - - - - - + + - 
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Commentary  

 Contact forms from IBS are always available. 
 

 FAQ availability is very rare. 
 

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

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

Swedbank

Danske bankas

SEB bankas

DnB NORD

Bankas SNORAS

Parex bankas

Ukio bankas

Siauliu bankas

Nordea

Medicinos bankas

AVERAGE

72%

50%

44%

33%

22%

22%

17%

0%

0%

0%

26%

Investment services functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results 
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Enabling the financial services from the IBS - - - + - - - - - - 

Filling-in the form and submitting online to the bank - - - + - - - - - - 

A printable form is available online - + - + - - + + - - 

Checking the financial services account online + + + + - - + + - + 

Investment funds trading is available  + + - + - - - + - - 

Stocks trading is available  + + - + - - + + - + 

Bonds trading is available  + - - + - - + + - + 

Forex trading is available  - - - - - - - - - - 

Making a pension fund agreement online - - + + - - - - - - 

Filling-in the pension fund form and submitting online to the bank - + + + - - - - - - 

A printable pension fund form is available online - + + + - - - - - - 

Checking the pension fund balance online - + + + - - - + - - 

Possibility to switch to another pension plan at the particular bank - - + + - - - - - - 

Making a life insurance agreement online - - - - - - - - - - 

Filling-in the life insurance form and submitting online to the bank - - - - - - - - - - 

A printable life insurance form is available online - - - - - - - - - - 

Checking the life insurance balance online - + - + - - - + - - 

Possibility to change life insurance's investment priorities from IBS - + - - - - - + - - 
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Commentary  
 

 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. 

 

 No banks allow trading in FOREX markets. 
 

 Only two banks offer options for signing a pension fund agreement trough the IBS. 
 

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

 

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

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

Swedbank

SEB

Parex banka

Norvik banka

GE Money bank

DnB Nord

Latvijas Biznesa banka

Privatbank

Trasta komercbanka

Latvijas Krajbanka

Regionala Investiciju banka

SMP banka

Komercbanka Baltikums

Danske banka

Latvijas Tirdzniecibas banka

Nordea

Rietumu banka

VEF banka

Hipoteku banka

AVERAGE

72%

67%

56%

39%

22%

17%

11%

11%

11%

11%

6%

6%

6%

0%

0%

0%

0%

0%

0%

18%

Investment services functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results  
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Enabling the financial services from the IBS - - - + - + - - - - - - - - - + - - - 

Filling-in the form and submitting online to bank - - - + - - + - - - - - + - - + + - - 

A printable form is available online - + - + - - + - - - + - + + - + - + - 

Checking the financial services account online - + - + - - - - - - + + - - - + - - - 

Investment funds trading is available  - - + + - - - - - - + + - - - + - - - 

Stocks trading is available  - - + + - - - - - - - + - - - + - - - 

Bonds trading is available  - - + + - - - - - - - + - - - + - - - 

Forex trading is available  - - + - - - - - - - + + - - - - - + - 

Making a pension fund agreement online - - - + - - - + - - + + - - - + - - - 

Filling-in the pension fund form and submitting 
online to the bank 

- - - + - - - - - - - - - - - + - - - 

A printable pension fund form is available online - + - + - - - - - - - + - - - + - - - 

Checking the pension fund balance online - - - + - - - - - - + + - - - - - - - 

Possibility to switch to another pension plan  - - - + - - - + - - + + - - - + - - - 

Making a life insurance agreement online - - - - - - - - - - - - - - - - - - - 

Filling-in the life insurance form and submitting 
online to the bank 

- - - - - - - - - - - + - - - - - - - 

A printable life insurance form is available online - - - - - - - - - - - - - - - + - - - 

Checking the life insurance balance online - - - + - - - - - - - - - - - - - - - 

Possibility to change life insurance's investment 
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  

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

Sampo pank

SEB pank

Swedbank

Krediidipank

Marfin pank

Nordea

Parex pank

DnB NORD

Handelsbanken

Tallinna Aripank

AVERAGE

83%

78%

67%

50%

39%

39%

0%

0%

0%

0%

36%

Investment services functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results  
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Enabling the financial services from the IBS - - + - - - - + + - 

Filling-in the form and submitting online to the bank - - + + - - - + + - 

A printable form is available online - - + + - - - + + - 

Checking the financial services account online - - + + + + - + + - 

Investment funds trading is available  - - + - - - - + + - 

Stocks trading is available  - - + - - - - + + - 

Bonds trading is available  - - - - - - - + + - 

Forex trading is available  - - - - - - - - - - 

Making a pension fund agreement online - - + + + + - + + - 

Filling-in the pension fund form and submitting online to the bank - - + + + + - + + - 

A printable pension fund form is available online - - + + + + - + + - 

Checking the pension fund balance online - - + + + + - + + - 

Possibility to switch to another pension plan at the particular bank - - + + + + - + + - 

Making a life insurance agreement online - - - - - - - - - - 

Filling-in the life insurance form and submitting online to the bank - - - - - - - - - - 

A printable life insurance form is available online - - - - - - - + - - 

Checking the life insurance balance online - - + + + + - + + - 

Possibility to change life insurance's investment priorities from IBS - - - - - - - + + - 
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Commentary  

 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. 

 

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

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

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

Swedbank

DnB NORD

Parex bankas

SEB bankas

Siauliu bankas

Bankas SNORAS

Danske bankas

Ukio bankas

Nordea

Medicinos bankas

AVERAGE

82%

73%

73%

73%

73%

55%

55%

45%

45%

0%

57%

Payment cards functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results 
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Ordering the payment card from the IBS - - + + - + + + + + 

Filling-in the form and submitting online to the bank - + + + - + + + + + 

A printable form is available online - + + + - + + + + + 

Cards usage fees information is available online + + + + - + + + + + 

Debiting or crediting payment card account does not differ from regular account + + + + - + + + + + 

Checking payment card's status online + + + + - - + + + - 

Possibility to change the status of a card from the IBS + - - - - - - - - - 

Possibility to apply for credit allowance from the IBS  - - - + - - - - - - 

Possibility to see card's credit situation from the IBS + + + + - - + + + - 

Checking payment card's validity date online + - + + - - + + + - 

Payment card's number and CVC code information is provided in the IBS - - - - - - - - - - 
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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 cardÊs 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. 
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Latvian banks 

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

DnB Nord

Swedbank

Parex banka

Latvijas Biznesa banka

Hipoteku banka

Latvijas Krajbanka

Norvik banka

Nordea

Trasta komercbanka

GE Money bank

SEB

Danske banka

Latvijas Tirdzniecibas banka

Privatbank

Regionala Investiciju banka

Rietumu banka

SMP banka

VEF banka

Komercbanka Baltikums

AVERAGE

91%

82%

73%

64%

64%

64%

55%

45%

45%

45%

36%

27%

27%

27%

27%

18%

18%

0%

0%

43%

Payment cards functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results  
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Ordering the payment card from the IBS - + - + + - + - - - - - - - - - - - - 

Filling-in the form and submitting online to the 
bank 

- + - + - - + + - + - + - - - - - - - 

A printable form is available online - + + + - - + - - + + - - - - + + + - 

Cards usage fees information is available online + + + + + - + + + + + + + + + + + + - 

Debiting or crediting payment card account does 
not differ from regular account 

+ + + + + - + + + + + + + + + + - + - 

Checking payment card's status online - + + + + - - + - - + + - - - - - - - 

Possibility to change the status of a card from the 
IBS 

- + - - + - - - - - - + - - - - - - - 

Possibility to apply for credit allowance from the 
IBS  

- - - + - - + + - - - + - - - - - - - 

Possibility to see card's credit situation from the IBS + + - + + - + + + + + + + + - + - + - 

Checking payment card's validity date online - + + + + - - + - - + + - - - - - + - 

Payment card's number and CVC code information 
is provided in the IBS 

- + - - - - - - - - - - - - - - - - - 
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Commentary  

 All banks provide information on fees connected with card usage. 
 

 Banks rarely allow clients to see the CVC code and to change the status of a payment 
card from the IBS. 

 

 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 
arenÊt any hints about possibility to apply for payment card either. 

 

 
 

 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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 While following a link on the home page of Rietumu banka to contact payment card 
division the user gets an error message. 

 

 
 

 
 

 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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Estonian banks  

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

Krediidipank

Swedbank

SEB pank

Sampo pank

Nordea

Tallinna Aripank

Handelsbanken

Parex pank

DnB NORD

Marfin pank

AVERAGE

82%

82%

82%

82%

55%

45%

27%

0%

0%

0%

45%

Payment cards functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results  
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Ordering the payment card from the IBS - - + + - + - + + - 

Filling-in the form and submitting online to the bank - - + + - + - + + - 

A printable form is available online - + + + - + - + + - 

Cards usage fees information is available online - + + + - + - + + + 

Debiting or crediting payment card account does not differ from regular account - + + + - + - + + + 

Checking payment card's status online - - - + - - - + - + 

Possibility to change the status of a card from the IBS - - - - - - - + + - 

Possibility to apply for credit allowance from the IBS  - - + + - + - - + - 

Possibility to see card's credit situation from the IBS - - + + - - - - - - 

Checking payment card's validity date online - - + + - - - + + + 

Payment card's number and CVC code information is provided in the IBS - - + - - - - + + + 
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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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12.14 Insurance services 

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

Lithuanian banks 

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

Swedbank

Bankas SNORAS

DnB NORD

Parex bankas

SEB bankas

Siauliu bankas

Ukio bankas

Danske bankas

Nordea

Medicinos bankas

AVERAGE

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

Insurance services functionality in Lithuanian banks

 
Higher figures represent better results 

Detailed testing results 
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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 - - - - - - - - - - 

Submitting a KASKO insurance application online - - - - - - - - - - 

Checking the KASKO insurance contracts online - - - - - - - - - - 

Ordering the travel insurance from the IBS - - - - - - - - - - 

Submitting a travel insurance application online - - - - - - - - - - 

Checking the travel insurance contracts online - - - - - - - - - - 

 

 

Commentary  

 None of the banks provide driverÊs liability insurance, nor KASKO insurance, nor travel 
insurance. 
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Latvian banks 

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

Komercbanka Baltikums

Danske banka

DnB Nord

Swedbank

Latvijas Biznesa banka

Latvijas Tirdzniecibas banka

Nordea

Privatbank

Regionala Investiciju banka

Rietumu banka

Trasta komercbanka

VEF banka

SMP banka

Parex banka

Norvik banka

Hipoteku banka

Latvijas Krajbanka

GE Money bank

SEB

AVERAGE

22%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

1%

Insurance services functionality in Latvian banks

 
Higher figures represent better results 

Detailed testing results  
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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 - - - - - - - - - - - - - - - - - - - 

Submitting a KASKO insurance application online - - - - - + - - - - - - - - - - - - - 

Checking the KASKO insurance contracts online - - - - - - - - - - - - - - - - - - - 

Ordering the travel insurance from the IBS - - - - - - - - - - - - - - - - - - - 

Submitting a travel insurance application online - - - - - - - - - - - - - - - - - - - 

Checking the travel insurance contracts online - - - - - - - - - - - - - - - - - - - 

 

Commentary  

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

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

SEB pank

Swedbank

Sampo pank

Krediidipank

Parex pank

DnB NORD

Marfin pank

Nordea

Handelsbanken

Tallinna Aripank

AVERAGE

89%

67%

67%

0%

0%

0%

0%

0%

0%

0%

22%

Insurance services functionality in Estonian banks

 
Higher figures represent better results 

Detailed testing results  
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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 - - + - - - - + + - 

Submitting a KASKO insurance application online - - + - - - - + + - 

Checking the KASKO insurance contracts online - - - - - - - - + - 

Ordering the travel insurance from the IBS - - + - - - - + + - 

Submitting a travel insurance application online - - + - - - - + + - 

Checking the travel insurance contracts online - - - - - - - - - - 

 

 

Commentary  

 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 companiesÊ page, where without additional authentification desired services 
can be used. 
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12.15 Other 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  

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

Swedbank

DnB NORD

SEB bankas

Danske bankas

Bankas SNORAS

Parex bankas

Siauliu bankas

Ukio bankas

Nordea

Medicinos bankas

AVERAGE

100%

100%

100%

86%

71%

71%

71%

71%

71%

57%

80%

Other services functionality in Lithuanian banks

 
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) + + + + + + + + + + 

Information about cash dispensers' (ATMs') location available + + + + - + + + + + 

Bank's currency conversion rates accessible online + + + + + + + + + + 

Official currency conversion rates accessible online + + + + + + + + + + 

Historical currency rates provided - + + + - - - + - - 

Bank news feed is present on the public website + + + + + + + + + + 
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Commentary 

 

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

 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. 

 

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

 

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

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

Swedbank

Latvijas Biznesa banka

Norvik banka

DnB Nord

Regionala Investiciju banka

Rietumu banka

SEB

Danske banka

Trasta komercbanka

VEF banka

SMP banka

Parex banka

Hipoteku banka

Latvijas Krajbanka

Latvijas Tirdzniecibas banka

Nordea

Privatbank

Komercbanka Baltikums

GE Money bank

AVERAGE

100%

86%

86%

71%

71%

71%

71%

57%

57%

57%

57%

57%

57%

57%

43%

43%

43%

43%

43%

62%

Other services functionality in Latvian banks

 
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) 

- - - + - - + - - - + - - + + - + - + 

Information about cash dispensers' (ATMs') 
location available 

+ + + + + - + + - + + + + - + + - - - 

Bank's currency conversion rates accessible online + + + + + + + + + + + + + + + + + + + 

Official currency conversion rates accessible online - + - + - + + + - - + - - + - + + + - 

Historical currency rates provided + + - + + - + - + - + + - + + + - + + 

Bank news feed is present on the public website + + + + + + + + + + + + + + + + + + + 
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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 ATMÊs in the home page of Rietumu banka the branch in Jelgava is 
mislabelled – it is called „Jelgava nodļa‰ instead of „Jelgavas nodaļa‰. 

 

 
 

 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. 
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 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. 

 

 
 

 In the Baltikums currency page is missing current dayÊs date. Visitor has to assume that 
these rates are really updated at particular day. 
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Estonian banks 

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

Swedbank

SEB pank

Sampo pank

Tallinna Aripank

Krediidipank

Marfin pank

Nordea

Parex pank

DnB NORD

Handelsbanken

AVERAGE

100%

71%

71%

71%

57%

57%

57%

43%

43%

29%

60%

Other services functionality in Estonian banks

 
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) - - + + + + + + - + 

Information about cash dispensers' (ATMs') location available - - + - - + - + + - 

Bank's currency conversion rates accessible online + + + + + + + + + + 

Official currency conversion rates accessible online + + + + + - - + + + 

Historical currency rates provided - - + - - - - - - + 

Bank news feed is present on the public website + - + + + + + + + + 
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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 

 

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 

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

Swedbank

SEB bankas

DnB NORD

Parex bankas

Nordea

Siauliu bankas

Danske bankas

Medicinos bankas

Bankas SNORAS

Ukio bankas

AVERAGE

65%

62%

36%

33%

33%

29%

28%

28%

27%

20%

36%

Overall Mobile banking results for Lithuanian banks

 
  Higher figures represent better results 
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Latvian banks 

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

Swedbank

Norvik banka

Parex banka

SEB

DnB Nord

Hipoteku banka

Latvijas Krajbanka

Latvijas Biznesa banka

GE Money bank

Trasta komercbanka

SMP banka

Nordea

Danske banka

Privatbank

Regionala Investiciju banka

Rietumu banka

Komercbanka Baltikums

Latvijas Tirdzniecibas banka

VEF banka

AVERAGE

74%

70%

68%

66%

61%

59%

59%

53%

53%

46%

46%

46%

42%

42%

42%

41%

38%

36%

25%

51%

Overall Mobile banking results for Latvian banks

 
  Higher figures represent better results 
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Estonian banks 

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

Swedbank

SEB pank

Nordea

Krediidipank

Sampo pank

Marfin pank

Tallinna Aripank

Parex pank

Handelsbanken

DnB NORD

AVERAGE

54%

40%

31%

26%

16%

8%

8%

4%

4%

0%

19%

Overall Mobile banking results for Estonian banks

 
  Higher figures represent better results 
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13.2 WAP banking functionality results 

Lithuanian banks 

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

SEB bankas

Nordea

Swedbank

DnB NORD

Parex bankas

Siauliu bankas

Danske bankas

Medicinos bankas

Bankas SNORAS

Ukio bankas

AVERAGE

60%

58%

56%

0%

0%

0%

0%

0%

0%

0%

17%

WAP banking functionality in Lithuanian banks

   Higher figures represent better results 
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Detailed testing results 

 

Criteria 
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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 - - - - + - + - + - 
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  

 Only 3 banks offer WAP services and in general the level of functionality is not very high. 
 

 Services provided by banks that do have such solution are quite similar. 
 

 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). 
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 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. 
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Latvian banks  

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

Swedbank

Nordea

Latvijas Biznesa banka

SEB banka

Latvijas Krajbanka

Norvik banka

Parex banka

GE Money Bank

Hipoteku banka

DnB NORD

Rietumu banka

Privatbank

Regionala investiciju banka

Trasta komercbanka

VEF banka

SMP banka

Komercbanka Baltikums

Latvijas tirdzniecibas banka

Danske banka

AVERAGE

62%

56%

54%

7%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

9%

WAP banking functionality in Latvian banks

 
  Higher figures represent better results 
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Detailed testing results 
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Subscription & Service Management 

WAP service is activated by default - - - - - - + - - + - - - - - - - - - 

It is possible to activate WAP service by visiting branch - - - + - - + - - + - - - - - - - - - 

It is possible to activate WAP service  from IBS - - - + - - + - - + - - - - - - - - - 

It is possible to deactivate WAP service  from IBS - - - + - - - - - - - - - - - - - - - 

Printable version of agreement is available on the public 
website 

- - - + - - + - - + - - - - - - - - - 

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

- - - + - - + - - + - - - - - - - - - 

Service fee information available on the public website - - - + - - + - - + - - - - - - - - - 

Information 

Current account balance information - - - + - - + - - + - - - - - - - - - 

It is possible to see an account number - - - + - - + - - + - - - - - - - - - 

Transaction history available - - - + - - + - - + - - - - - - - - - 

Currency exchange rates are available - - - - - - + - - - - - - - - + - - - 

It is possible to see information from the stock 
exchange 

- - - - - - - - - - - - - - - - - - - 

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

- - - + - - - - - - - - - - - + - - - 

Transactions 

Transfer money between user's accounts - - - + - - - - - + - - - - - - - - - 

It is possible to make a local money transfer - - - + - - - - - + - - - - - - - - - 

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

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

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

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

It is possible to create an international money transfer 
template 

- - - - - - - - - - - - - - - - - - - 

Setting automatic payments - - - - - - - - - - - - - - - - - - - 

Pre-defined payment triggering - - - + - - - - - - - - - - - - - - - 

It is possible to cancel money transfer - - - - - - - - - - - - - - - - - - - 

Currency conversion is available - - - - - - - - - - - - - - - - - - - 

Utility payments (water) - - - - - - - - - - - - - - - - - - - 

Utility payments (heating) - - - - - - - - - - - - - - - - - - - 

Utility payments (electricity) - - - - - - - - - - - - - - - - - - - 

Mobile phone service payment (2 largest providers) - - - - - - - - - - - - - - - - - - - 

Pre-paid mobile account refill (2 largest provides) - - - - - - - - - - - - - - - - - - - 

It is possible to buy and sell stocks - - - - - - - - - - - - - - - - - - - 

Help system 

Service description available on the public website - - - + - - + - - + - - - - - - - - - 

Printable version of service description is available on 
the public website 

- - - + - - + - - + - - - - - - - - - 

List of frequently asked questions available on the 
public website 

- - - + - - - - - - - - - - - - - - - 

Security measures 

Security measures of service described on the public 
website 

- - - - - - - - - + - - - - - - - - - 

Session time out is present - - - + - - + - - + - - - - - - - - - 

Necessity to authorize with custom password - - - - - - - - - - - - - - - - - - - 

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

- - - + - - - - - + - - - - - - - - - 

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

- - - + - - + - - + - - - - - - - - - 

WAP login data is the same as for e-banking - - - + - - + - - + - - - - - - - - - 

It is possible to change user login data - - - - - - - - - - - - - - - - - - - 

Changing daily transaction limits - - - - - - - - - - - - - - - - - - - 

It is possible to block a payment card - - - - - - + - - - - - - - - - - - - 

It is possible to unblock a payment card - - - - - - + - - - - - - - - - - - - 
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Commentary  

 Only 4 banks offer a WAP solution. 
 

 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. 
 

 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 
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SEB pank

Krediidipank

Sampo pank

Marfin pank

Tallinna Aripank

Parex pank

Handelsbanken

DnB NORD

AVERAGE

58%

55%

48%

0%

0%

0%

0%

0%

0%

0%

16%

WAP banking functionality in E stonianbanks

  Higher figures represent better results 
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Detailed testing results 
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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 - - - - + - - + + - 
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 - - - - - - - - - - 

 



October 2008                                                                                                                                                    Page  142

 

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 
cannot be held responsible for the validity of information provided. 

 

 

13.3 SMS banking functionality results 

Lithuanian banks 

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

Swedbank

Parex bankas

Siauliu bankas

SEB bankas

Danske bankas

DnB NORD

Bankas SNORAS

Medicinos bankas

Ukio bankas

Nordea

AVERAGE

67%

66%

58%

57%

57%

55%

55%

39%

24%

0%

48%

SMS banking functionality in Lithuanian banks

 
  Higher figures represent better results 
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Detailed testing results 
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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 - - - - - + + + + - 
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 + + + - - + + + + - 
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  

 Almost all banks provide basic functionality regarding sms services. 
 

 None of the banks allow seeing the full account number. In some cases only part of the 
account number is provided. 

 

 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: 
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 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. 

 

 
 

 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. 
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 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. 
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Latvian banks  
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Komercbanka Baltikums
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AVERAGE

69%

59%

54%
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37%

26%

26%

21%

18%

17%

5%

0%
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0%

0%
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0%

20%

SMS banking functionality in Latvian banks

  Higher figures represent better results 
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Detailed testing results 

 

Criteria 

D
a
n
sk

e
 b

a
n
k
a
 

D
n
B
 N

O
R
D

 

G
E
 M

o
n
e
y 

B
a
n
k 

S
w

e
d
b
a
n
k 

H
ip

o
te

k
u
 b

a
n
ka

 

K
o
m

e
rc

b
a
n
k
a
 B

a
lt
ik

u
m

s 

La
tv

ija
s 

B
iz

n
e
sa

 b
a
n
k
a
 

La
tv

ija
s 

K
ra

jb
a
n
k
a
 

La
tv

ija
s 

ti
rd

zn
ie

ci
b
a
s 

b
a
n
k
a
 

N
o
rd

e
a
 

N
o
rv

ik
 b

a
n
ka

 

P
a
re

x 
b
a
n
k
a
 

P
ri
va

tb
a
n
k 

R
e
g
io

n
a
la

 i
n
ve

st
ic

iju
 b

a
n
k
a
 

R
ie

tu
m

u
 b

a
n
k
a
 

S
E
B
 b

a
n
k
a
 

S
M

P
 b

a
n
ka

 

T
ra

st
a
 k

o
m

e
rc

b
a
n
k
a
 

V
E
F 

b
a
n
k
a
 

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 - - - + + - + - - - + + - - - + - - - 

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 - - - + - - - + - - - - - - - - - - - 

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  

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

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

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

 
 

 If a user from Hipoteku banka wants to apply for SMS bank in IBS, he or she canÊt 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. 
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 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 
in Russian. 
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Estonian banks 

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

Swedbank

SEB pank

Krediidipank

Sampo pank

DnB NORD

Handelsbanken

Marfin pank

Nordea

Parex pank

Tallinna Aripank

AVERAGE

42%

40%

35%

23%

0%

0%

0%

0%

0%

0%

14%

SMS banking functionality in E stonianbanks

  Higher figures represent better results 
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Detailed testing results 
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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 - - + - - - + + + - 
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 - - - - - - - - - - 
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 - - - - - - - - - - 

 

Commentary  

 Only 4 banks have SMS related services. 
 

 Service functionality is not very high in SMS related services. 
 

 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 
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DnB NORD
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Medicinos bankas

Ukio bankas
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Siauliu bankas

Danske bankas

Bankas SNORAS

AVERAGE
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Mini Opera compatibility results for Lithuanian banks

 
  Higher figures represent better results 

Detailed testing results 
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Functionality 

Possibility to login to IBS using Mini Opera - - + + + - + - + + 

Possibility to make a local transfer from IBS using Mini Opera - - + + + - + - + + 

 

Commentary  

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

 

 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  

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

Swedbank

Latvijas Krajbanka

SEB banka

Norvik banka

Nordea

Parex banka

GE Money Bank

Hipoteku banka

DnB NORD

Privatbank

Regionala investiciju banka

Trasta komercbanka

VEF banka

SMP banka

Komercbanka Baltikums

Latvijas tirdzniecibas banka

Latvijas Biznesa banka

Rietumu banka

Danske banka

AVERAGE

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

50%

0%

0%

0%

82%

Mini Opera compatibility results for Latvian banks

 
  Higher figures represent better results 

Detailed testing results 
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Functionality 

Posibility to login to IBS using Mini Opera - + + + + + - + + + + + + + - + + + +
Posibility to make a local transfer from IBS using 
Mini Opera 

- + + + + + - + - + + + + + - + + + +
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Commentary  

 While browsing the IBS of Privatbank using Mini Opera the user canÊt 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. 

 

 While browsing the IBS of Latvijas Tirdzniecības 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. 

 

 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. 
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Estonian banks 
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Swedbank

Nordea

Krediidipank

Marfin pank

Tallinna Aripank

Sampo pank

Parex pank

Handelsbanken

SEB pank

DnB NORD

AVERAGE

100%

100%

100%

100%

100%

50%

50%

50%

0%

0%

65%

Mini Opera compatibility results for E stonianbanks

 
  Higher figures represent better results 

Detailed testing results 
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Functionality 

Possibility to login to IBS using Mini Opera - + + + + + + - + +
Possibility to make a local transfer from IBS using Mini Opera - - + + + - - - + +

 

Commentary  

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

 

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

 

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

 
 

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 

6. Page layout 

7. Navigation 

8. Text readability 

5. Banking operations 

6. Page layout 

7. Navigation 

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 bankÊs public website and internet banking system 

by the selected parameters. Overall bankÊs clarity index is an average of all public website and 

Internet Banking SystemÊs subcategories indexes. 
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14.1 Overall clarity test results 

Lithuanian banks 

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

Nordea

Parex bankas

Danske bankas

Ukio bankas

Swedbank

DnB NORD

Siauliu bankas

SEB bankas

Medicinos bankas

Bankas SNORAS

AVERAGE

75%

73%

72%

71%

70%

68%

63%

60%

60%

51%

66%

Overall clarity results for Lithuanian banks

 
Higher figures represent better results 
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Latvian banks  

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

Nordea

Latvijas Krajbanka

Trasta komercbanka

Parex banka

Swedbank

SMP banka

DnB NORD

Regionala investiciju banka

Hipoteku banka

Norvik banka

SEB banka

GE Money Bank

Komercbanka Baltikums

Rietumu banka

Latvijas tirdzniecibas banka

VEF banka

Danske banka

Privatbank

Latvijas Biznesa banka

AVERAGE

72%

72%

70%

70%

67%

66%

64%

63%

63%

62%

61%

60%

58%

56%

53%

53%

52%

49%

47%

61%

Overall clarity results for Latvian banks

 
Higher figures represent better results 
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Estonian banks 

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

Krediidipank

Sampo pank

Parex pank

Nordea

Marfin pank

Tallinna Aripank

Handelsbanken

SEB pank

DnB NORD

Swedbank

AVERAGE

79%

78%

77%

77%

72%

70%

69%

65%

65%

63%

71%

Overall clarity results for Estonian banks

 
Higher figures represent better results 
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14.2 Public website clarity 

Lithuanian banks 

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

Parex bankas

Danske bankas

Ukio bankas

Swedbank

Nordea

DnB NORD

Siauliu bankas

Medicinos bankas

SEB bankas

Bankas SNORAS

AVERAGE

93%

91%

90%

88%

85%

80%

69%

62%

56%

54%

77%

Public website clarity results for Lithuanian banks

 
Higher figures represent better results 
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Detailed testing results 
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Homepage 

Possibility to access homepage from any page on the site - + - + + + - + + + 

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 - + + + + + - + + + 

Appropriate text line lengths (~75 characters) - + - - - + + - + + 

No horizontal scrolling bar on standard resolution (1024x768) - + + - + + + - + + 

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 - - - - - + + - + + 

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.) - - + + + - - - - + 

Link names match with their destination page's title or heading + + + - + + - + - - 

Breadcrumb navigation - + - + + + - + + + 

Site Maps (show at least two levels of navigation) + + + + - + - - + + 

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 - + + + - + - + + + 

Bold text used sparingly + + + - + + + + + + 

Descriptive row and column headings + + + + + + + + + + 

Descriptive page titles + + + + + + - + + + 

Familiar fonts  + + + - + + + - + - 
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Latvian banks 

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

Nordea

Swedbank

Latvijas Krajbanka

SEB banka

Trasta komercbanka

Hipoteku banka

Norvik banka

SMP banka

Parex banka

DnB NORD

Regionala investiciju banka

Komercbanka Baltikums

VEF banka

Latvijas tirdzniecibas banka

GE Money Bank

Rietumu banka

Danske banka

Privatbank

Latvijas Biznesa banka

AVERAGE

86%

80%

78%

74%

74%

73%

73%

71%

70%

69%

67%

61%

58%

58%

56%

53%

51%

47%

44%

65%

Public website clarity results for Latvian banks

 
Higher figures represent better results 
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Detailed testing results 

 

Criteria 

D
a
n
sk

e
 b

a
n
k
a
 

D
n
B
 N

O
R
D

 

G
E
 M

o
n
e
y 

B
a
n
k 

H
ip

o
te

k
u
 b

a
n
ka

 

K
o
m

e
rc

b
a
n
k
a
 B

a
lt
ik

u
m

s 

La
tv

ija
s 

B
iz

n
e
sa

 b
a
n
k
a
 

La
tv

ija
s 

K
ra

jb
a
n
k
a
 

La
tv

ija
s 

ti
rd

zn
ie

ci
b
a
s 

b
a
n
k
a
 

N
o
rd

e
a
 

N
o
rv

ik
 b

a
n
ka

 

P
a
re

x 
b
a
n
k
a
 

P
ri
va

tb
a
n
k 

R
e
g
io

n
a
la

 i
n
ve

st
ic

iju
 b

a
n
k
a
 

R
ie

tu
m

u
 b

a
n
k
a
 

S
E
B
 b

a
n
k
a
 

S
M

P
 b

a
n
ka

 

S
w

e
d
b
a
n
k 

T
ra

st
a
 k

o
m

e
rc

b
a
n
k
a
 

V
E
F 

b
a
n
k
a
 

Homepage 

Possibility to access homepage from any page on 
the site 

- + - + - - + - + + - - + - - - + + -

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 + + - + - - - + + + + - + + + - + + -
Appropriate text line lengths (~75 characters) + - + - - + - - + - - - - + + - + - +
No horizontal scrolling bar on standard resolution 
(1024x768) 

+ + + + + + + + + + + - + + + + + + +

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 

- + + - + + + - - + + + + + + + - - +

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.) 

- - + - + - - + - - + - + + - + - + +

Link names match with their destination page's 
title or heading 

+ - + + + - + - + + + + + + + + + - +

Breadcrumb navigation - - - + - - - + + + + - + - - + + + -
Site Maps (show at least two levels of navigation) + + + + + - + - + + + + - + - + + + +
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 - - - + + + + + - + - + + - - + - + -
Bold text used sparingly + - + + + + + - + + + + + + + + + + +
Descriptive row and column headings + - + + + + + + + + + + + + + + + + +
Descriptive page titles + + + + + - + - + + + + - + + + + - +
Familiar fonts  + + + + + + + + + + + + - + + + + - +
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Estonian banks 

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

Parex pank

Krediidipank

Nordea

Tallinna Aripank

Sampo pank

Swedbank

Marfin pank

SEB pank

DnB NORD

Handelsbanken

AVERAGE

89%

83%

82%

78%

77%

73%

69%

68%

63%

58%

74%

Public website clarity results for Estonian banks

 
Higher figures represent better results 
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Detailed testing results 
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Homepage 

Possibility to access homepage from any page on the site - + + + + + + - + - 

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 + + - + + + + + + + 

Appropriate text line lengths (~75 characters) - + + - + - - + - - 

No horizontal scrolling bar on standard resolution (1024x768) + - + + + + + - + + 

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 + - + + - + + - - - 

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.) - + - - - + - - - + 

Link names match with their destination page's title or heading + - + - + + - - - + 

Breadcrumb navigation - - + - + + + - - + 

Site Maps (show at least two levels of navigation) - - - + + + - - - - 

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 - - + - + + - + + + 

Bold text used sparingly + + + + + + + + + + 

Descriptive row and column headings + + + + + + + + + + 

Descriptive page titles + - + - - - - - - + 

Familiar fonts  + + + + + + + + + + 
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14.3 Internet banking system clarity results 

Lithuanian banks 
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Nordea

SEB bankas

Medicinos bankas

DnB NORD

Siauliu bankas

Parex bankas

Danske bankas

Swedbank

Ukio bankas

Bankas SNORAS

AVERAGE

65%

65%

58%

56%

56%

53%

53%

52%

51%

49%

56%

IBS clarity results for Lithuanian banks

 
Higher figures represent better results 
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Detailed testing results 
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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 

Items on a page are aligned  + + + + + + + + + + 

Moderate white space - + - + + + + + + + 

Appropriate text line lengths (~75 characters) + - - - + - - - - - 

No horizontal scrolling bar on standart resolution (1024x768) - - + + + - + - + - 

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 + + + + + + + + + + 

Descriptive page titles - - - - - - - - - - 

Familiar fonts  - + + + + + + + + + 
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Latvian banks 

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

Parex banka

Trasta komercbanka

Latvijas Krajbanka

GE Money Bank

SMP banka

Nordea

DnB NORD

Regionala investiciju banka

Rietumu banka

Komercbanka Baltikums

Swedbank

Hipoteku banka

Danske banka

Norvik banka

Latvijas Biznesa banka

Privatbank

Latvijas tirdzniecibas banka

SEB banka

VEF banka

AVERAGE

69%

67%

66%

65%

60%

59%

59%

59%

59%

55%

55%

53%

53%

51%

51%

51%

49%

49%

47%

57%

IBS clarity results for Latvian banks

 
Higher figures represent better results 
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Detailed testing results 
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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) 

- - + + + - + - + + + + + + - + + + +

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 - + + + + + + + + + + + + + + + + + +
High contrast between text and backgrounds + + - - + - - + + - + - + + + + - + -
Bold text used sparingly + + + + + + + - + + + + + + - + - + +
Descriptive row and column headings + + + + + + + + + + + + + + - + + + +
Descriptive page titles - - - - - - - - - - - - - - - - - - -
Familiar fonts  + + + + + + + + + + + + + + + - + - +
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Estonian banks 

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

Handelsbanken

Sampo pank

Marfin pank

Krediidipank

Nordea

DnB NORD

Parex pank

SEB pank

Tallinna Aripank

Swedbank

AVERAGE

79%

78%

76%

75%

71%

67%

65%

63%

62%

53%

69%

IBS clarity results for Estonian banks

 
Higher figures represent better results 
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Detailed testing results 
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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 

Items on a page are aligned  + + + + + + + + + + 

Moderate white space + + + + + + + + + + 

Appropriate text line lengths (~75 characters) + + + + + - + - - - 

No horizontal scrolling bar on standart resolution (1024x768) - + + - + + + + + + 

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 + + + + + + + + + + 

Descriptive page titles - - + - - - - - - + 

Familiar fonts  + + + + + + + + + + 
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14.4 Individual test results for Lithuanian banks 

Bankas SNORAS - 51% 

Public website – 56% 

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

Text readability

Navigation

Page layout

Homepage

88%

55%

40%

33%

Bankas SNORAS

Higher figures represent better results 

 
Negative user notes  
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

44%

50%

33%

Bankas SNORAS

Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Homepage

100%

64%

100%

100%

Danske bankas

 
Higher figures represent better results 

 
Positive user notes 
 

 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 donÊt change on mouseover. 

Internet banking system – 53% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

50%

33%

Danske bankas

 
Higher figures represent better results 

 
Negative user notes 
 

 Body text line length inapropriately long. 
 
 Some pages are subject to horizontal scrolling bar. 
 
 Some of the links do not change on mouseover. 
 
 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% 

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

Text readability

Navigation

Page layout

Homepage

100%

73%

80%

67%

DnB NORD

Higher figures represent better results 

 
Positive user notes 
 

 Links look differently, depending on what they do, for example, after each .pdf file an 
icon shows that it is this specific file type. 

 
Negative user notes 
 

 Currently opened menu is still clickable. 
 

 Occasionaly text lines are too long to be easely read. 

Internet banking system – 56% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

56%

50%

33%

DnB NORD

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Homepage

100%

73%

80%

100%

Swedbank

 
Higher figures represent better results 

 
Positive user notes 
 

 Very consistent and good formatting within the public website, which makes the location 
of information very easy. 

 
Negative user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

33%

75%

17%

Swedbank

 
Higher figures represent better results 

Positive user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Homepage

75%

55%

20%

100%

Medicinos bankas

Higher figures represent better results 

Negative user notes 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

56%

75%

17%

Medicinos bankas

 
Higher figures represent better results 

 
Negative user notes 
 

 Text lines are very long, making it hard for a user to read. 
 
 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% 
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Text readability

Navigation

Page layout

Homepage
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73%

80%

100%

Nordea

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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

100%

33%

Nordea

 
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% 

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

Text readability

Navigation

Page layout

Homepage

100%

73%

100%

100%

Parex bankas

Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

50%

33%

Parex bankas

 
Higher figures represent better results 

 
Negative user notes 
 

 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. 



October 2008                                                                                                                                                    Page  180

 

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 
cannot be held responsible for the validity of information provided. 

 

 

SEB bankas – 60% 

Public website – 56% 

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

Text readability

Navigation

Page layout

Homepage

75%

36%

80%

33%

SEB bankas

 
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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

33%

75%

67%

SEB bankas

 
Higher figures represent better results 

 
Positive user notes 
 

 Error messages are clear and put in places where the error is made, not as it is commonly 
done in one place. 

 
 
Negative user notes 
 

 Links are not differentiated depending on what they do. 
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Siauliu bankas – 63% 

Public website – 69% 

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

Text readability

Navigation

Page layout

Homepage

88%

64%

60%

67%

Siauliu bankas

 
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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

56%

50%

33%

Siauliu bankas

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. 

 
 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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Ukio bankas – 71% 

Public website – 90% 

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

Text readability

Navigation

Page layout

Homepage

88%

73%

100%

100%

Ukio bankas

Higher figures represent better results 

 
Positive user notes 
 

 Quite understandable and easy usable web site. 
 

 Formatting done properly.  
 
 
Negative user notes 
 

 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% 

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

Text readability

Navigation
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Banking Operations

83%

56%

50%

17%

Ukio bankas

 
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. 
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14.5 Individual test results for Latvian banks 

Danske banka – 52% 

Public website - 51% 
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Text readability

Navigation

Page layout

Homepage

63%

55%

55%

33%

Danske banka

 
Higher figures represent better results 

 

Positive user notes 
 

 Logically structured headings. 
 
 Easy navigation. 

 
 
Negative user notes 
 

 Inconsistent public website alignment, which is created by irregular picture usage. 
 

 Links are not differentiated depending on what they do. 
 

 Not all buttons appear to be clickable, for example, the search button. 
 

 Headings of pages are not unique; the case of „payments‰. 
 

Internet banking system – 53% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

44%

50%

50%

Danske banka

 
Higher figures represent better results 

 
Positive user notes 
 

 An excelent glossary that helps inexperienced users to find about terms used in the IBS.  
 
Negative user notes 
 

 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. 
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DnB Nord – 64% 

Public website – 69% 

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

Text readability

Navigation

Page layout

Homepage

63%

55%

60%

100%

DnB NORD

 
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. 

 
 
Negative user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

75%

33%

DnB NORD

 
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% 

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

Text readability

Navigation

Page layout

Homepage

75%

55%

60%

33%

GE Money Bank

 
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% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

67%

75%

50%

GE Money Bank

 
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% 

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

Text readability

Navigation

Page layout

Homepage

75%

64%

80%

100%

Swedbank

 
Higher figures represent better results 

 
Positive user notes 
 

 Logical and easy to follow navigation. 
 
Negative user notes 
 

 Although breadcumb navigation is a convenient tool for navigation, a link that leads 
nowhere in „vērtspapīru darījumi‰ 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% 

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

Text readability

Navigation

Page layout

Banking Operations

50%

78%

75%

17%

Swedbank

Higher figures represent better results 

 
Positive user notes 
 

 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. 
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Hipoteku banka – 63% 

Public website – 73% 

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

Text readability

Navigation

Page layout

Homepage

100%

64%

60%

67%

Hipoteku banka

 
Higher figures represent better results 

 
Negative user notes  
 

 Links do not change on mouseover. 
 
 Lack of meaningful link labels. 

 
 

Internet banking system – 77% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

44%

50%

50%

Hipoteku banka

 
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% 

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

Text readability

Navigation

Page layout

Homepage

88%

82%

40%

33%

Komercbanka Baltikums

 
Higher figures represent better results 

 
Positive user notes 
 

 Text link destination clearly understandable from link names. 
 

Negative user notes 
 

 Low contrast makes reading harder. 
 
 Irrational use of space within the website. 

 
 Not all major options visible in the first page of the public website.  

 
 

Internet banking system – 55% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

50%

43%

Komercbanka Baltikums

 
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% 

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

Text readability

Navigation

Page layout

Homepage

63%

18%

60%

33%

Latvijas Biznesa banka

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

56%

50%

33%

Latvijas Biznesa banka

 
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% 

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

Text readability

Navigation

Page layout

Homepage

88%

64%

60%

100%

Latvijas Krajbanka

 
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% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

56%

75%

67%

Latvijas Krajbanka

 
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% 

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

Text readability

Navigation

Page layout

Homepage

63%

55%

80%

33%

Latvijas tirdzniecibas banka 

Higher figures represent better results 

 
Negative user notes 
 

 Excessive bold usage.  
 

Internet banking system – 49% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

22%

75%

33%

Latvijas tirdzniecibas banka 

 
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. 
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Nordea – 72% 

Public website - 86% 

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

Text readability

Navigation

Page layout

Homepage

88%

55%

100%

100%

Nordea

 
Higher figures represent better results 

 
Negative user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

75%

33%

Nordea

 
Higher figures represent better results 

 
Positive user notes 
 

 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. 

 



October 2008                                                                                                                                                    Page  193

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Norvik banka - 62% 

Public website – 73% 

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

Text readability

Navigation

Page layout

Homepage

100%

64%

60%

67%

Norvik banka

 
Higher figures represent better results 

 
Positive user notes 
 

 Rationally used screen space within the public website. 
 

Negative user notes 
 

 Primary navigation menu logic hard to get used to. 
 

Internet banking system – 51% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

56%

50%

33%

Norvik banka

 
Higher figures represent better results 

 
Positive user notes 
 

 Logical item alignment makes the IBS easy to use. 
 
Negative user notes 
 

 Low contrast makes reading hard.  
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Parex banka – 70% 

Public website - 70% 

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

Text readability

Navigation

Page layout

Homepage

88%

100%

60%

33%

Parex banka

 
Higher figures represent better results 

Positive user notes 
 

 Page that is already open cannot be opened again. 
 
 Text links clearly describe where they lead. 

 
Negative user notes 
 

 Too large text blocks make reading hard.  
 

Internet banking system – 69% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

100%

50%

Parex banka

 
Higher figures represent better results 

 
Positive user notes 
 

 Incorrectly filled fields are highlighted. 
 
Negative user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Homepage

88%

45%

20%

33%

Privatbank

 
Higher figures represent better results 

 
Positive user notes 
 

 Heading descriptions are always unique making navigation easier. 
 
Negative user notes 
 

 Horizontal scrolling bar appears while browsing the web site.  
 
 Links donÊt 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% 

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

Text readability

Navigation

Page layout

Banking Operations

67%

44%

75%

17%

Privatbank

 
Higher figures represent better results 

 
Positive user notes 
 

 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 donÊt always appear to be clickable. 
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Regionala Investiciju banka – 63% 

Public website - 67% 
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Text readability

Navigation

Page layout

Homepage
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91%

60%

67%

Regionala investiciju banka

 
Higher figures represent better results 

 
Negative user notes 
 

 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. 

 
 Not a typical font used within the web site. 

 

Internet banking system – 59% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

75%

33%

Regionala investiciju banka

 
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% 

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

Text readability

Navigation

Page layout

Homepage

88%

64%

60%

0%

Rietumu banka

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Text readability

Navigation

Page layout

Banking Operations

83%

44%

75%

33%

Rietumu banka

 
Higher figures represent better results 

Positive user notes 
 

 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% 
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Text readability
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Page layout

Homepage

75%

55%

100%

67%

SEB banka

 
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 donÊt look differently depending on what they do. 

 
 No site map available, making searching for experienced users harder. 

 
 Headings are not unique („vienkarsais deposits‰, for example, is used twice). 

 

Internet banking system – 49% 
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Text readability
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50%

44%

50%

50%

SEB banka

 
Higher figures represent better results 

 
Positive user notes 
 

 Incorrect field values are highlighted. 
 
Negative user notes 
 

 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% 
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Text readability

Navigation

Page layout

Homepage

75%

82%

60%

67%

SMP banka

 
Higher figures represent better results 

 
Positive user notes 
 

 Text links are self explanatory, helping users to know what kind of information they will 
receive. 

 
Negative user notes 
 

 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% 
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75%
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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% 
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75%
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80%

67%

Trasta komercbanka

 
Higher figures represent better results 

Positive user notes 
 

 Links are differentiated depending on what they do. 
 
 Proper item alignment within the website. 

 
Negative user notes 
 

 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% 
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67%
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75%
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Higher figures represent better results 

 
Positive user notes 
 

 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% 
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Text readability
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Homepage

88%

73%

40%

33%

VEF banka

 
Higher figures represent better results 

Positive user notes 
 

 Appropriate text line length makes reading convenient. 
 
Negative user notes 
 

 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% 
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67%
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50%

17%

VEF banka

 
Higher figures represent better results 

 
Negative user notes 
 

 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% 
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Navigation

Text readability
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DnB NORD

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

33%

75%

78%

83%

DnB NORD

 
Higher figures represent better results 

 

Positive user notes 
 

 Simple menu keeps browsing simple. 
 
Negative user notes 
 

 Unnecesarry horizontal scrolling bar appears. 
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Handelsbanken – 69% 

Public website – 58% 

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

Homepage

Page layout

Navigation

Text readability

33%

80%

45%

75%

Handelsbanken

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

67%

100%

67%

83%

Handelsbanken

 
Higher figures represent better results 

 
Positive user notes 
 

 Clear and simple IBS.  
 
Negative user notes 
 

 Unnecessary horizontal scroll bar.  
 
 More information within the IBS was expected. 
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Swedbank – 63% 

Public website – 73% 

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

Homepage

Page layout

Navigation

Text readability

100%

80%

36%

75%

Swedbank

 
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% 

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

Banking Operations

Page layout

Navigation

Text readability

17%

75%

56%

67%

Swedbank

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Homepage

Page layout

Navigation

Text readability

100%

80%

64%

88%

Krediidipank

 
Higher figures represent better results 

 
Positive user notes 
 

 Information amount in the web site appreciated. 
 
Negative user notes 
 

 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%  

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

Banking Operations

Page layout

Navigation

Text readability

33%

100%

67%

100%

Krediidipank

 
Higher figures represent better results 

 
Positive user notes 
 

 Clear and simple IBS. 
 
Negative user notes 
 

 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% 

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

Homepage

Page layout

Navigation

Text readability

67%

80%

55%

75%

Marfin pank

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

67%

75%

78%

83%

Marfin pank

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Homepage

Page layout

Navigation

Text readability

100%

100%

55%

75%

Nordea

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

33%

100%

67%

83%

Nordea

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Homepage

Page layout

Navigation

Text readability

100%

80%

100%

75%

Parex pank

 
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% 

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

Banking Operations

Page layout

Navigation

Text readability

33%

75%

67%

83%

Parex pank

 
Higher figures represent better results 

 
Positive user notes 
 

 Concise and clear IBS. 
 
Negative user notes 
 

 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% 

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

Homepage

Page layout

Navigation

Text readability

100%

80%

55%

75%

Sampo pank

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

50%

100%

78%

83%

Sampo pank

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Homepage

Page layout

Navigation

Text readability

67%

80%

36%

88%

SEB pank

 
Higher figures represent better results 

 
Positive user notes 
 

 Availability of search engine appreciated.  
 
Negative user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

50%

75%

44%

83%

SEB pank

 
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% 

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

Homepage

Page layout

Navigation

Text readability

67%

80%

64%

100%

Tallinna Aripank

 
Higher figures represent better results 

 
Positive user notes 
 

 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% 

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

Banking Operations

Page layout

Navigation

Text readability

17%

75%

56%

100%

Tallinna Aripank

 
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 

 

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 

3. Number of keystrokes needed 

Convenience
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15.1 Overall results of the convenience test 

Lithuanian banks 

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

Swedbank

Nordea

SEB bankas

Danske bankas

Siauliu bankas

Parex bankas

Bankas SNORAS

DnB NORD

Medicinos bankas

Ukio bankas

AVERAGE

93%

93%

93%

81%

80%

79%

74%

74%

71%

70%

82%

Overall Convenience test results for Lithuanian banks

 
Higher figures represent better results 
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Commentary 

 Some banks still do not place the cursor automatically in the field where information 
should be entered. It is inconvenient and time consuming. 

 

 Even, if the cursor is placed in the first field, it is often filled already (i.e. document 
number field).  

 

 Four banks have annoying confirmation messages that does not give any additional 
information, just restate an option a user has already chosen. 

 

 Nordea provides a good example of fast and convenient transfer page; only 3 fields have 
to be mandatory filled. 

 

 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. 
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Latvian Banks  

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

Nordea

SEB banka

Hansabanka

Regionala investiciju banka

DnB Nord

Danske banka

Latvijas tirdzniecības banka

Hipoteku banka

GE Money Bank

Norvik banka

Privatbank

Latvijas Krajbanka

VEF banka

Multibanka

Parex banka

Latvijas Biznesa banka

Trasta komercbanka

Komercbanka Baltikums

Rietumu banka

AVERAGE

85%

79%

79%

76%

72%

67%

66%

64%

64%

63%

62%

61%

61%

61%

61%

57%

55%

54%

49%

65%

Overall Convenience test results for Latvian banks

 
 Higher figures represent better results 



October 2008                                                                                                                                                    Page  216

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Commentary 
 

 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. 

 

 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  

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

Swedbank

SEB pank

Marfin pank

Krediidipank

Sampo pank

Handelsbanken

Nordea

Tallinna Aripank

Parex pank

DnB NORD

AVERAGE

94%

92%

88%

87%

87%

85%

77%

76%

72%

70%

84%

Overall Convenience test results for Estonian banks

 
  Higher figures represent better results 
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15.2  Number of mouse clicks needed 

Lithuanian Banks 

0 5 10 15 20

DnB NORD

Ukio bankas

Medicinos bankas

Bankas SNORAS

Parex bankas

Siauliu bankas

Danske bankas

Swedbank

SEB bankas

Nordea

AVERAGE

20

20

20

19

18

18

16

13

13

13

17.4

Number of mouse clicks needed in Lithuanian banks

 
 Lower figures represent better results 
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Latvian Banks  

0 5 10 15 20 25 30 35 40

Rietumu banka

Latvijas Biznesa ⁄

Latvijas tirdzniecības ⁄

Trasta komercbanka

Komercbanka ⁄

Privatbank

Hansabanka

Latvijas Krajbanka

Multibanka

Parex banka

Danske banka

Hipoteku banka

GE Money Bank

Norvik banka

VEF banka

DnB Nord

SEB banka

Regionala investiciju ⁄

Nordea

AVERAGE

39

27

26

21

21

20

18

18

18

18

17

17

17

17

17

16

15

14

13

19.4

Number of mouse clicks needed in Latvian banks

 
 Lower figures represent better results 
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Estonian Banks 

0 5 10 15 20

DnB NORD

Parex pank

Tallinna Aripank

Nordea

Sampo pank

Handelsbanken

Krediidipank

Swedbank

SEB pank

Marfin pank

AVERAGE

20

17

16

14

13

13

12

12

11

11

14.2

Number of mouse clicks needed in Estonian banks

 
 Lower figures represent better results 
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15.3 Number of pages necessary to load 

Lithuanian Banks 

0 2 4 6 8 10 12

Bankas SNORAS

Ukio bankas

DnB NORD

Siauliu bankas

Danske bankas

Nordea

Medicinos bankas

Parex bankas

Swedbank

SEB bankas

AVERAGE

11

11

10

10

10

10

10

9

8

8

9.9

Number of pages necessary to load in Lithuanian banks

 
 Lower figures represent better results 
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Latvian Banks  

0 2 4 6 8 10 12

Hipoteku banka

Multibanka

Parex banka

Trasta komercbanka

Komercbanka ⁄

Nordea

Danske banka

GE Money Bank

Norvik banka

Privatbank

Latvijas Krajbanka

Regionala investiciju ⁄

DnB Nord

VEF banka

Latvijas Biznesa ⁄

Rietumu banka

SEB banka

Latvijas tirdzniecības ⁄

Hansabanka

AVERAGE

10

10

10

10

10

9

9

9

9

9

9

8

8

8

8

8

7

6

5

8.5

Number of pages necessary to load in Latvian banks

 
 Lower figures represent better results 

 
. 
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Estonian Banks 

0 2 4 6 8 10 12

Nordea

Tallinna Aripank

Parex pank

DnB NORD

Marfin pank

Krediidipank

SEB pank

Sampo pank

Handelsbanken

Swedbank

AVERAGE

11

10

9

8

8

7

7

7

7

6

8.2

Number of pages necessary to load in Estonian banks

 
 Lower figures represent better results 
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15.4 Number of keystrokes needed 

Lithuanian Banks  

0 10 20 30 40 50 60 70 80 90 100

Medicinos bankas

Ukio bankas

DnB NORD

Parex bankas

SEB bankas

Swedbank

Danske bankas

Bankas SNORAS

Siauliu bankas

Nordea

AVERAGE

95

92

87

87

83

82

82

81

75

66

84.9

Number of keystrokes needed in Lithuanian banks

 
 Lower figures represent better results 
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Latvian Banks 

0 20 40 60 80 100 120 140 160

VEF banka

Komercbanka ⁄

Rietumu banka

Trasta komercbanka

Latvijas Krajbanka

Norvik banka

GE Money Bank

Multibanka

Parex banka

Latvijas Biznesa ⁄

Hansabanka

Privatbank

Latvijas tirdzniecības ⁄

Hipoteku banka

Danske banka

Regionala investiciju ⁄

DnB Nord

SEB banka

Nordea

AVERAGE

146

129

123

120

114

110

107

106

106

103

98

98

97

96

90

88

86

79

63

117.9

Number of keystrokes needed in Latvian banks

 
 Lower figures represent better results 

 
 
 

 
 
 
  



October 2008                                                                                                                                                    Page  226

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Estonian Banks  

0 10 20 30 40 50 60 70 80 90 100

DnB NORD

Krediidipank

Handelsbanken

Parex pank

Marfin pank

SEB pank

Sampo pank

Swedbank

Nordea

Tallinna Aripank

AVERAGE

82

79

78

77

74

73

73

72

67

66

75.0

Number of keystrokes needed in Estonian banks

 
  Lower figures represent better results 
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16. Customer Service Responsiveness 

 

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 usersÊ 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, 

I 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 (Ą,Č,Ė 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 

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

SEB bankas

Nordea

Parex bankas

Ukio bankas

DnB NORD

Bankas SNORAS

Danske bankas

Siauliu bankas

Swedbank

Medicinos bankas

AVERAGE

28%

31%

34%

32%

33%

29%

22%

21%

9%

10%

27%

45%

43%

38%

36%

33%

36%

41%

31%

37%

7%

38%

Customer Service Responsiveness Index for Lithuanian banks

Timeliness (0-50%) Quality (0-50%)

 
  Higher figures represent better results 

 
Commentary 
 

 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%). 
 

 The average received e-mail number has increased as well – 11.4 e-mails in 2008 (in 2007 
– 8.9). 

 
 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). 

 
 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! 

 
 This year 5 banks out of 10 managed to answer all emails, as opposed to last year when 

just DnB NORD answered all inquiries. 
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Latvian banks 

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

GE Money Bank

Parex banka

Latvijas ⁄

Swedbank

Danske banka

DnB NORD

Rietumu banka

Norvik banka

Privatbank

Trasta ⁄

Latvijas ⁄

Latvijas Biznesa ⁄

Hipoteku banka

Regionala ⁄

Nordea

VEF banka

SEB banka

SMP banka

Komercbanka ⁄

AVERAGE

33%

38%

33%

29%

29%

32%

28%

22%

28%

31%

30%

21%

28%

20%

12%

13%

5%

6%

5%

23%

47%

38%

42%

41%

41%

38%

36%

41%

34%

31%

29%

33%

23%

23%

23%

15%

18%

14%

8%

30%

Customer Service Responsiveness Index for Latvian banks

Timeliness (0-50%) Quality (0-50%)

 
  Higher figures represent better results 

 

Commentary 

 
 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. 
 

 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. 

 
 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.  

 
 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.  

 
 Only GE Money Bank, Parex banka and Danske banka has responded to all simulated e-

mail inquiries.  
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Estonian banks 

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

Nordea

Swedbank

Sampo pank

Handelsbanken

Krediidipank

SEB pank

DnB NORD

Marfin pank

Parex pank

Tallinna Aripank

AVERAGE

37%

28%

27%

28%

28%

21%

28%

28%

18%

23%

27%

45%

45%

44%

41%

38%

44%

36%

34%

32%

27%

40%

Customer Service Responsiveness Index for Estonian banks

Timeliness (0-50%) Quality (0-50%)

 
  Higher figures represent better results 

 
Commentary 
 

 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%). 
 

 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. 

 
 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). 
 

 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 

0 2 4 6 8 10 12

Parex bankas

SEB bankas

Ukio bankas

Danske bankas

Nordea

Swedbank

Bankas SNORAS

Siauliu bankas

DnB NORD

Medicinos bankas

Average

12

12

12

12

12

11

11

11

10

4

11.4

How many of customer enquiries got answered by Lithuanian banks

 
  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 - 11
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
DnB NORD - 00:07 00:20 41:31 00:24 00:23 00:09 13:29 10:21 00:08 00:04 - 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  

 The fastest reply was received from DnB Nord, answering only 4 minutes after an inquiry 
was sent. 

 

 The longest time of replying was recorded from Siauliu bankas, amounting of 119 hours 
and 27 minutes. 

 

 5 banks managed to answer all e-mails that were sent. 
 

 Medicinos bankas answered only 4 out of 12 e-mails that were sent. 
 

 On average it took 21 hour and 22 minutes to answer an e-mail. 
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Latvian banks 

0 2 4 6 8 10 12

Danske banka

Parex banka

GE Money Bank

Swedbank

Latvijas tirdzniecibas ⁄

Privatbank

Rietumu banka

Trasta komercbanka

Norvik banka

Latvijas Krajbanka

DnB NORD

Latvijas Biznesa ⁄

Regionala investiciju ⁄

Hipoteku banka

Nordea

VEF banka

SMP banka

SEB banka

Komercbanka ⁄

Average

12

12

12

11

11

11

11

11

11

11

11

9

9

9

8

6

5

4

2

9.7

How many of customer enquiries got answered by Latvian banks

   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 - 11
Latvijas 
tirdzniecibas 
banka 

00:56 00:40 00:35 43:34 04:07 02:43 00:09 15:22 09:47 01:53 01:53 - 11 

Privatbank 02:40 00:03 03:13 00:05 00:51 07:24 19:23 13:22 09:45 25:03 04:06 - 11
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 
komercbanka 

00:35 00:04 00:19 41:43 01:01 00:27 00:44 14:04 08:46 00:31 26:09 - 11 

Norvik banka 05:38 02:06 02:26 42:51 01:54 01:37 50:35 44:09 09:02 04:21 25:01 - 11
Latvijas Krajbanka 00:30 00:15 00:20 46:50 00:48 00:15 00:12 14:20 08:56 04:20 - 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
Latvijas Biznesa 
banka 

00:40 00:07 00:51 42:32 00:14 - 92:36 14:15 81:46 - - 18:31 9 

Regionala 
investiciju banka 

00:51 00:20 65:42 41:25 01:44 - - 14:24 09:11 120:26 00:54 - 9 

Hipoteku banka 00:19 00:06 00:23 41:17 00:52 00:53 - 12:45 07:40 - 01:20 - 9
Nordea - - - - 07:44 05:08 27:03 18:18 112:54 100:06 23:39 93:10 8
VEF banka - 05:57 00:14 - 50:40 - 02:26 41:33 15:54 - - - 6
SMP banka 04:04 74:07 114:54 40:37 - - - - - 166:15 - - 5
SEB banka 03:59 - 66:51 - - - - - - 96:06 - 160:21 4
Komercbanka 
Baltikums 

- - - 41:47 00:21 - - - - - - - 2 

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  

 DnB Nord was the fastest in replying to an e-mail, it was done in 2 minutes. 
 

 The longest time to respond to an e-mail was recorded from SMP banka, receiving an 
answer after 166 hours and 15 minutes. 

 

 The average time to answer a question is 18 hours and 47 minutes. 
 

 3 banks managed to answer all 12 questions asked. 
 

 Komercbanka Baltikums answered only 2 out of 12 questions asked. 
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Estonian banks 

0 2 4 6 8 10 12

Krediidipank

Swedbank

Nordea

Handelsbanken

SEB pank

Sampo pank

DnB NORD

Marfin pank

Tallinna Aripank

Parex pank

Average

12

12

12

12

11

11

10

9

9

8

10.9

How many of customer enquiries got answered by Estonian banks

 
  Higher figures represent better results 

 
Table 3. Reaction times to simulated client enquiries in Estonian banks (hour:min) 

Bank \ Email 1 2 3 4 5 6 7 8 9 10 11 12 Answers
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  

 The fastest reply was obtained by Marfin pank, it was received in 3 minutes. 
 

 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. 

 

 On average it took 13 hours and 2 minutes for a bank to reply. 
 

 4 banks managed to reply to all e-mails sent. 
 

 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 - - - - - 0 - - 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 0 1 1 1 - - - - - 1 - - 0,80 

SEB banka 0 - 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 5 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  

 Answers by Tallinna Aripank occasionlly contain style and grammar errors. 

 
 Swedbank gives occasionally not only information asked, but also additional information 

on related issues. 
 

 On a simple question DnB Nord pank answered with a .pdf file with extensive information. 
 

 In several Handelsbanken e-mails style errors were observed. 
 

 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 bankÊs ability to leverage the e-channel in two key areas, namely:  

 Attracting new clients  

 Retaining current clients 

By using Delphi methodology, benchmark weights were derived and adjusted to reflect the 

averages as follows:   

  

Test 
Attracting 
potential 

clients 

Retaining 
current 
clients 

Functionality 3 3 

Mobile banking 2 2 

Clarity 3 2 

Convenience 2 3 

Responsiveness 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 pankÊs 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 

 
 

 

UKIO

DANSKE

PAREXSIAULIU

SWEDBANK

MEDICINOS

SEB 

SNORAS

DnB NORD

NORDEA

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

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

A
TT
R
A
C
TI
N
G
 N
EW

 C
LI
EN

TS

RETAINING EXISTING CLIENTS

 

 
 
 

UKIO

DANSKE

PAREX

SIAULIU

SWEDBANK

MEDICINOS

SEB 

SNORAS

DnB NORD

NORDEA

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

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

A
TT
R
A
C
TI
N
G
 N
EW

 C
LI
EN

TS

RETAINING EXISTING CLIENTS

 

BEST 

WORST 

Composite Ranking – Lithuania 2008 

Last yearÊs Composite 
Ranking is included for 
relative comparison 
purposes. 

Composite Ranking – Lithuania 2007 BEST 

WORST 



October 2008                                                                                                                                                    Page  245

 

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 
cannot be held responsible for the validity of information provided. 

 

 

Overall rankings 2008 in Lithuania 

 

Rank 
2008

Rank 
2007 

Bank 
Attracting 
new clients 

Retaining 
existing 
clients 

Total 

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 5.5 11.2 

7 (7) Siauliu bankas 5.3 5.4 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 
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Overall rankings 2008 in Latvia 
 
 

Rank
2008

Rank 
2007 

Bank 
Attracting 
new clients 

Retaining 
existing 
clients 

Total 

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) SEB banka 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 4.9 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
2008

Rank 
2007 

Bank 
Attracting 
new clients 

Retaining 
existing 
clients 

Total 

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 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 donÊt 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 banksÊ 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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