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Executive summary

The financial crisis has not curtailed the continued innovation of e-banking services in the Baltic states.

Indeed, as losses from the loan division pile up across Estonia, Latvia and Lithuania e-banking is looking like
a better and better investment as it reduces the need for expensive branch locations and as future
generations will only become more e-savvy.

With its rapid technological developments, the Internet will be perpetually changing the relationship
between banks and their customers and the banks that recognize this will win the race to profitability.

According to Accenture research in 2010 of the worldwide e-banking market, 59% of banks reported
decreased customer loyalty since the financial crisis, 63% say their customers are more price sensitive and
63% say their customers are “shopping around” and more frequently. So garnering loyalty by providing the
best e-banking service is essential.

As it stands, more than 75% of users don't realize that their bank has mobile banking, according to a recent
Forbes worldwide survey. Of those customers that are aware, only half use the service. As the younger
generation grows older and a new generation is created, this number will increase. Already 87% of online
banking users access their bank’s website more than once a week.

Security remains an issue. According to the Forbes study, 29% of bank customers haven’t enrolled in online
bill pay because they are worried about security. Making them feel comfortable and secure with their e-
banking experience is very important.

The only good way to gain customer satisfaction and reduce costs is to build convenient tools which will
allow users to independently and flexibly manage their accounts without visiting the branches. Automation
is the future of the banking industry - is your bank on-board?

With this report, Metasite Business Solutions examines how your bank is performing vis-a-vis your
competitors. Read this report thoroughly, get ahead of the market and expand your customer base by
providing the best e-banking service.
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Overall rankings 2010 in Lithuania

Rank | Rank Attrac_ting _Re_tainir_19 Total
2010 @ 2009 new clients existing clients
1 4) SEB bankas 7.7 7.5 15.2
2 (2) | Swedbank 7.6 7.5 15.0
3 (1) DnB NORD 6.4 6.5 12.9
4 (3) Nordea 6.2 6.5 12.7
5 (6) Parex bankas (Citadele) 6.1 5.7 11.8
6 (8) Bankas SNORAS 5.6 5.3 11.0
7 (5) Danske bankas 5.1 49 9.9
8 (7) Ukio bankas 4.7 4.5 9.2
9 (12) | Medicinos bankas 3.9 3.5 7.5
10 (10) | Handelsbanken 3.4 3.7 7.1
1 (9) Siauliu bankas 3.4 3.4 6.8
12 (11) FINASTA 4.8 4.4 9.2
AVERAGE 5.2 5.1 10.3
Fespecive combarins Opions sefect JUGgment s the e ard ate subjec 10 change. Wi every efiort o baen
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Lithuanian banks

Composite Ranking 2010
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Overall categories results 2010 in Lithuania

2010 Functionality ~ Clarity ~ Convenience  Responsiveness ~ Mobile  Innovation
SEB bankas 84% 84% 77% 73% 54% 8%
Swedbank 86% 81% 78% 71% 37% 31%
DnB NORD 77% 74% 80% 70% 40% 0%
Nordea 61% 74% 89% 86% 26% 0%
Parex bankas 65% 80% 64% 84% 44% 0%
Bankas SNORAS 78% 76% 63% 65% 30% 8%
Danske bankas 65% 70% 64% 70% 38% 0%
Ukio bankas 63% 71% 64% 91% 9% 0%
Medicinos bankas 42% 79% 63% 31% 33% 0%
Handelsbanken 31% 63% 80% 67% 9% 0%
Siauliu bankas 67% 56% 62% 58% 9% 8%
FINASTA 43% 55% 61% 62% 9% 0%
Average 64% 74% 74% 69% 28% 5%

Changes in overall categories 2010 compared to 2009 in Lithuania

2010 — 2009 Functionality ~ Clarity  Convenience  Responsiveness ~ Mobile  Innovation

SEB bankas 6% 18% -11% 11% -18%

Swedbank 6% 16% 6% 11% -18%

DnB NORD 2% 3% -1% -15% 12%

Nordea 8% 5% -3% 18% -20%

Parex bankas -1% 7% 9% 6% 38%

Bankas SNORAS 7% 19% -10% -15% 5%

Danske bankas -10% 5% -11% 9% 14%

Ukio bankas 3% -3% 0% 8% -3%

Medicinos bankas 9% 13% 0% -23% 14%

Handelsbanken 0% 3% -6% 6% 9%

Siauliu bankas 5% 0% -10% 5% -12%

FINASTA -1% 0% -22% -11% 9%

Average 1% 7% -8% -1% 4% -
Baltic E-Banking Report 2010. Copyright © Metasite Business Solutions UAB. All trademarks are the property of their "
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Overall rankings 2010 in Latvia

Rank Rank Attrac_ting R::;it?::;g
2010 2009 new clients clients
1 (1) | Swedbank 7.7 7.5 15.2
2 (7) | SEB banka 7.3 7.5 14.9
3 (2) NORVIK BANKA 7.3 7.3 14.6
4 (4) | Nordea 6.6 6.7 13.4
5 | (10) | GE Money Bank 5.7 5.7 1.3
6 (9) | Latvijas Biznesa banka 5.3 5.6 11.0
7 (5) | Latvijas Krajbanka 5.5 53 10.8
8 () | TRASTA Komercbanka 5.3 54 10.6
9 (3) DnB NORD Banka 54 5.2 10.6
10 0 tatvijas Hipoteku un zemes
anka 5.1 5.2 10.3
11 (14) | PrivatBank 4.9 5.1 10.0
12 (12) | Parex banka (Citadele) 4.9 5.0 9.9
13 | (13) | SMP Bank 4.7 4.6 9.4
14 - Latvijas Pasta Banka 4.4 4.7 9.1
15 | (16) | LTB Bank 4.2 4.0 8.2
16 (8) | Regionala investiciju banka 3.7 4.1 7.8
17 (11) | Svenska Handelsbanken 3.6 4.0 7.6
18 (6) | Danske Bank 3.8 3.7 7.5
AVERAGE 53 54 10.6
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Latvian banks

Composite Ranking 2010
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Overall categories results 2010 in Latvia

2010 Functionality ~ Clarity =~ Convenience  Responsiveness ~ Mobile  Innovation
Swedbank 80% 76% 75% 87% 38% 22%
SEB banka 84% 67% 85% 86% 29% 17%
NORVIK BANKA 79% 73% 81% 83% 38% 8%
Nordea 65% 80% 92% 53% 24% 17%
GE Money Bank 58% 71% 80% 70% 26% 0%
Latvijas Biznesa 50% 61% 86% 73% 29% 0%
Latvijas Krajbanka 71% 69% 67% 67% 31% 0%
TRASTA 48% 59% 79% 86% 28% 0%
DnB NORD Banka 63% 71% 68% 84% 14% 0%
Latvijas Hipoteku 54% 62% 77% 86% 15% 0%
PrivatBank 53% 52% 72% 89% 17% 17%
Parex banka 57% 54% 72% 78% 26% 8%
SMP Bank 47% 72% 77% 61% 9% 8%
Latvijas Pasta 41% 58% 83% 60% 15% 0%
LTB Bank 39% 67% 69% 77% 9% 0%
Regionala invest. 46% 49% 79% 54% 25% 0%
Handelsbanken 33% 52% 88% 61% 9% 0%
Danske Banka 44% 57% 66% 84% 3% 0%
Average 56% 64% 78% 74% 21% 5%

Changes in overall categories 2010 compared to 2009 in Latvia

2010 — 2009 Functionality  Clarity ~ Convenience  Responsiveness ~ Mobile  Innovation
Swedbank 6% 6% 3% 33% -37% -
SEB banka 16% 18% 2% 37% 2% -
NORVIK BANKA 10% 15% 2% 9% 5% -
Nordea 9% 14% 0% 2% 1% -
GE Money Bank 2% 1% 7% 70% -1% -
Latvijas Biznesa -3% 4% 22% 21% -10% -
Latvijas Krajbanka 4% 17% -13% 5% 2% -
TRASTA Komerc.* - - - - - -
DnB NORD Banka 5% 8% -18% 1% -1% =
Latvijas Hipoteku™* - - - - - -
PrivatBank 5% 10% -4% 22% 8% -
Parex banka 4% 9% 4% 25% 2% -
SMP Bank 0% 7% 3% 19% 5% -
Latvijas Pasta* - - - - - -
LTB Bank 3% 27% 20% 30% 4% =
Regionala invest. -1% 21% 6% -3% 16% -
Handelsbanken 4% -16% 21% -8% 0% -
Danske Bank -3% -14% 8% 14% -13% -
Average 3% 6% 3% 19% -1% -

* Bank was not present last year
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Overall rankings 2010 in Estonia

Rank ' Rank Attracting Ret_air-\ing
2010 | 2009 new clients et Total
1 (1) | Swedbank 8.4 8.4 16.78
2 (4) | SEB pank 7.4 7.6 15.05
3 (2) | Sampo pank 6.8 6.7 13.47
4 (5) | Nordea 6.5 6.6 13.14
5 (9) | Tallinna Aripanga 5.5 5.8 11.30
6 () | LHV 4.7 4.9 9.64
7 (3) Eesti Krediidipank 4.7 4.9 9.59
8 (10) | DnB NORD 4.3 3.9 8.26
9 (7) | Marfin pank 3.4 3.8 7.18
10 ) UniCredit Bank 3.5 3.4 6.88
1 (6) | Parex pank (Citadele) 2.9 3.0 5.83
12 (8) | Handelsbanken 2.4 2.8 5.26
AVERAGE 5.0 5.2 10.2
e e e T 2L

made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the
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Estonian banks

Composite Ranking 2010
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Overall categories results 2010 in Estonia

2010 Functionality ~ Clarity ~ Convenience  Responsiveness ~ Mobile  Innovation
Swedbank 71% 75% 94% 85% 25% 31%
SEB pank 70% 68% 95% 70% 36% 25%
Sampo pank 76% 75% 91% 73% 13% 0%
Nordea 63% 67% 87% 81% 24% 8%
Tallinna Aripanga 41% 67% 97% 89% 9% 0%
LHV 37% 60% 89% 85% 0% 33%
Eesti Krediidipank 56% 60% 83% 66% 26% 0%
DnB NORD 44% 67% 61% 86% 6% 8%
Marfin pank 42% 55% 90% 68% 9% 0%
UniCredit Bank 29% 64% 77% 77% 9% 0%
Parex pank 41% 55% 74% 69% 9% 0%
Handelsbanken 35% 48% 82% 67% 9% 8%
Average 51% 63% 85% 76% 14% 9%

Changes in overall categories 2010 compared to 2009 in Estonia

2010 — 2009 Functionality ~ Clarity ~ Convenience  Responsiveness ~ Mobile  Innovation
Swedbank -12% 5% 2% 10% -40%

SEB pank -16% 6% 17% 0% -17%

Sampo pank 1% -12% 3% -3% 4%

Nordea 1% -13% 5% 13% -8%

Tallinna Aripanga 9% -11% 21% 71% 5%

LHV - - - - -

Eesti Krediidipank -14% -16% -11% 9% -1%

DnB NORD -3% 5% -12% 39% 2%

Marfin pank 3% 24% 3% 31% 0%

UniCredit Bank - - - - -

Parex pank -12% -30% 9% 21% 0%
Handelsbanken 5% -26% 0% 0% 5%

Average -7% -13% 2% 19% -6% -
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Conclusions

1. The results demonstrated that category results between the banks in the Baltics are taking a new
speed of acceleration and downturn on some specific segments. The Functionality category
witnessed a very small positive increase in Latvia and Lithuania with banks, increasing by 1-3%
respectively while in Estonia the 10 out of 12 banks droped on functionality ranking the average
for country to -7%, despite Estonia’s e-savvy reputation.

2. Results show that despite the Baltic states higher level of mobile penetration, the banking sector in
Baltics is failing to keep up by dropping or not moving to significantly enhance mobile services.
Average mobile banking functionality has been decreased in Estonia by -6% while in Latvia the level
remained static dropping only -1%. The largest increase is in Lithuania by 4%, with Parex bankas
improving the most with an increase of 38%.

3. Compared to last year, overall clarity results has increased for Lithuanian and Latvian banks
(decreased in Estonia) with best top movers Bankas SNORAS in Lithuania and LTB in Latvia. Overall
average increase for Lithuania is 7% and 6% for Latvia respectively. Swedbank and SEB pank are
the only banks in Estonia to be positive this year, the average decrease in Estonia went to -13%.
Banks in Baltic states responded well to criteria of the clarity by making significant progress with
small improvements.

4. Estonian banks are moving forward modestly with making their services more convenient for their
customers, increasing by 2%. Similar increase results we witness in Latvian banks increasing by 2%.
Lithuanian banks are falling behind in customer convenience for this year, with -8% decrease. Only
two banks in Lithuania diverged from this trend.

5. Despite all the crisis, banks in the Baltics balanced the challenges of the crisis and improving
customer service well. Estonia and Latvia have seen an increase in customer service criteria being
met by about 19%, while Lithuania was down only 1% from last year.

6. Considering the importance of innovation to the banking sector on building future bank-customer
relationships the report this year introduced the new category to review how if banks use financial
tracking tools, social media and online help support to expand the services to their customers.
Results show that Lithuanian banks only met 5% of the innovative criteria. Swedbank was far
ahead of its competition but with only 31% of criteria met; majority of banks are at 0%. Latvia is in
a similar situation with a 5% average and Swedbank leading at 22%, with three others following
at 17% each. Estonian banks are doing slightly better with 9% compliance on average, with LHV
leading at 33% and followed by Swedbank at 31% and SEB at 25%.

7. Significant area for improvement remains in presenting and selling additional services through IBS,
such as pension funds, life insurance and other investment products. IBS presents a great channel
for reaching a wide customer base, and up-selling additional services cheaply.
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1. Introducing The Baltic E-Banking Report 2010

October 15, 2010

Dear Bank Executive,

This is the eighth Baltic E-Banking Report that Metasite has put together and it continues to be the most
comprehensive examination of the regional e-banking market.

Along with the market the report continues to evolve, with increased criteria collected, new fields of service
explored and technological developments accounted for. The Baltic states’ e-banking system remains on par
with its counterparts in the developed world and this report reflects that.

This year we are putting an emphasis on innovation. Social networking continues to radically transform
marketing, the online experience and the way we live. Banks not utilizing social media will be left behind by
their increasingly e-savvy customers. Meanwhile the trend toward the customer expecting to manage their
accounts independently online will only continue, as more branch locations close and automation becomes
ubiguitous with the banking experience and bank-customer relationship.

This report was put together using top-notch, unbiased local researchers and closely examines each bank’s
e-banking system functionality, clarity, convenience, innovation, customer service responsiveness and mobile
banking experience. The methodologies used are laid out in the report’s subsequent section.

| would like to thank all bank executives that purchased the Baltic E-Banking Report 2010. We look forward
to receiving your feedback and rest assured that we will take it into account for next year’s report.

We hope you find this report valuable to your bank.

Kushtrim Xhakli

Project Manager
Baltic E-Banking Report 2010
Metasite Business Solutions
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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
guestions:

Where are we today?

Where are our competitors?

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

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

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

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

It ranks the banks by a wide range of customer-experience related criteria, provides comments on best-
practice examples and highlights 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 bank’s e-offerings from a retail client’s perspective:
¢ Functionality
¢ Mobile banking
e Clarity
e Convenience
e Customer Service Responsiveness
¢ Innovation
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Methodology

4. Key definitions

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

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

Public Web Site (PWS)

Internet Banking
System (IBS)

History;
Account history

Client
User
Customer

Wire transfer
Money transfer
Payment order

Transaction

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

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

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

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

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

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

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

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

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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 1* 8:00 - August 31* 18:00 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 2011 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 private user 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.
Tests were carried out using Internet Explorer browser.
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6. Subject of the research

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

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

Retail Cornorate
Clients ciients
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 private banking clients, presently we do not aim to provide any
evaluations of such offerings.
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7. Composing the final rankings

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

e Attracting new clients
e Retaining current clients

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

Test Attracting Retaining
potential current
clients clients

Functionality 3 3
Mobile banking 2 2
Clarity 3 2
Convenience 2 3
Responsiveness 2 2
Innovation 1 1

SUM 13 13

The reasoning behind the weights was that some tests were simulating the behaviour 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,

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 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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8. Banks covered in the report

The following banks have been covered in the 2010 Baltic E-Banking Report:

8.1 Lithuanian banks

Rank‘ Bank

1 SEB bankas

Website

www.seb. It

2 Swedbank

www.swedbank.It

3 DnB NORD

www.dnbnord.It

4 Nordea

www.nordea.lt

5 Parex bankas

www.parex.It

6 Bankas SNORAS

WWW.snoras.com

7 Danske bankas

www.danskebankas. |t

8 Ukio bankas

www.ub.It

9 Medicinos bankas

www.medbank. It

10 Handelsbanken

www.handelsbanken.It

1 Siauliu bankas

www.sb. It

12 | FINASTA

www.finasta.lt
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8.2 Latvian banks

Rank ‘ Bank Website

1 Swedbank www.swedbank.lv

2 SEB banka www.seb.lv

3 Norvik banka www.norvik.lv

4 Nordea www.nordea.lv

5 GE Money Bank www.gemoneybank.lv

6 Latvijas Biznesa banka www.lbb.lv

7 Latvijas Krajbanka www. lkb.lv

8 TRASTA Komercbanka www.tkb.lv

9 DnB NORD Banka www.dnbnord.lv

10 | Latvijas Hipoteku un zemes banka www.hipo.lv

11 Privatbank www.privatbank.lv

12 | Parex banka wWww.parex.lv

13 | SMP banka www.smpbank.lv

14 | Latvijas Pasta Banka www.lapastabanka.lv

15 | LTB Bank www.Itblv.com

16 | Regionala investiciju banka www.rib.lv

17 | Handelsbanken www.handelsbanken.lv

18 | Danske banka www.danskebanka.lv
e e e bt o o o
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8.3 Estonian banks

Rank ‘ Bank Website

1 Swedbank www.swedbank.ee

2 SEB pank www.seb.ee

3 Sampo pank www.sampopank.ee

4 Nordea www.nordea.ee

5 Tallinna Aripank www.tbb.ee

6 LHV www.lhv.ee

7 Krediidipank www.krediidipank.ee

8 DnB Nord www.dnbnord.ee

9 Marfin pank www.marfinbank.ee

10 | UniCredit Bank www.unicreditbank.ee

11 Parex pank WwWw.parex.ee

12 | Handelsbanken www.handelsbanken.ee
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8.4 Banks excluded from the research

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 2010 study because of one or both
of the following reasons:

No internet banking system available at the time of the research.
Deposit card, credit card or other serious responsibility required to get access to IBS.

Bank is not providing services to retail customers or demonstrated lack of willingness to serve retail
customers.

Bank offering only to specific customers

Bank offering account by requiring high deposit and contract of investment

Bank Country Reason of exclusion

UniCredit Bank Lithuania | Requires minimal deposit of 20.000 LTL

BIGBANK AS Lithuania | Do not offer banking services for private customers

MP Bank Lithuania | Do not offer banking services for private customers
Aizkraukles banka Latvia Requires deposit of more than 500 LVL

Baltic International Bank Latvia Requires deposit of more than 1.000 LVL

UniCredit Bank Latvia Requires deposit of more than 10.000 LVL

Rietumu Banka Latvia Requires deposit of more than 10.000 LVL

Balticums Latvia Specializes in asset management and not for private customers
VEF Latvia VEF bank ceased the operation.

BIGBANK AS Estonia Eéitfﬁchngﬁgéiﬁzn?hly for changing personal info and
Pohjola Bank pls Eesti Estonia Estonian bank does not offer any ebanking services
e e e bt o o o
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9. E-Banking Fees

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

9.1 Lithuanian banks

Bank Name onee r;ing A::;:?nnga ! M(;::hly Closing fee Ilzz;;a:es:-
costs
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 1.20
DNB Nord LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.30
Nordea LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.00
Parex Bankas LTL 0.00 LTL 0.00 LTL 1.50° LTL 0.00 LTL 3.00
Bankas SNORAS LTL 0.00 LTL 0.00 LTL 3.00? LTL 0.00 LTL 1.40
Danske Bankas LTL 0.00 LTL 0.00 LTL 1.00 LTL 0.00 LTL 1.40
Ukio Bankas LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.20
Medicinos bankas LTL 0.00 LTL 10.00 LTL 0.00 LTL 0.00 LTL 0.80
Handelsbanken LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.80
Siaulu Bankas LTL 0.00 LTL 0.00 LTL 0.30 LTL 0.00 LTL 1.50
FINASTA LTL 0.00 LTL 0.00 LTL 0.00 LTL 0.00 LTL 1.50

IBS transaction fee in this case is a domestic non-express IBS-initiated inter-bank payment transfer fee.

Prices are valid as of October 1, 2010.

! Every three months

2 Every three months

Baltic E-Banking Report 2010. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

26



Baltic E-Banking Report 2010

9.2 Latvian banks

. Additi9nal . IBS transa-
Bank Name Opening fee opening Monthly fee | Closing fee ction fee*
costs

Swedbank LVL 5.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
SEB banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.25
Norvik banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Nordea LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
GE Money Bank LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Latvijas Biznesa banka LVL 0.00 LVL 1.00' LVL 0.00 LVL 0.00 LVL 0.15
Latvijas Krajbanka LVL 3.00 LVL 0.50? LVL 0.10 LVL 0.00 LVL 0.20
TRASTA Komercbanka LVL 2.00 LVL 15.00' LVL 0.00 LVL 0.00 LVL 0.25
DnB Nord LVL 3.00 LVL 1.00? LVL 0.00 LVL 0.00 LVL 0.25
Latvijas Hipoteku LVL 3.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Privatbank LVL 3.00 LVL 3.00? LVL 0.00 LVL 0.00 LVL 0.15
Parex banka LVL 1.50 LVL 0.00 LVL 0.00 LVL 5.00 LVL 0.25
SMP banka LVL 5.00° LVL 0.00 LVL 0.00 LVL 5.00° LVL 0.20
Latvijas Pasta Banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.15
LTB Bank LVL 2.00 LVL 10.00* LVL 0.00 LVL 0.00 LVL 0.20
Regionala investiciju banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Handelsbanken LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20
Danske banka LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.00 LVL 0.20

IBS transaction fee is a domestic non-express IBS-initiated inter-bank payment transfer fee.

Prices are valid as of October 1**, 2010.

' Code Generator

2 Code Card

3 Free for students

* CD with codes
Fespecive companes, Opiions reect udament st th time and are scbject to hrange. WHle eveny oot has been
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9.3 Estonian banks

. Additipnal . IBS transa-
Bank Name Opening fee opening Monthly fee | Closing fee ction fee*
costs

Swedbank EEK 0.00 EEK 0.00 EEK 15.00' EEK 0.00 EEK 2.507
SEB pank EEK 0.00 EEK 0.00 EEK 15.00 EEK 0.00 EEK 2.50
Sampo pank EEK 0.00 EEK 0.00 EEK 35.00° EEK 0.00 EEK 0.00
Nordea EEK 0.00 EEK 0.00 EEK 15.00 EEK 0.00 EEK 0.00
Tallinna Aripank EEK 0.00 EEK 0.00 EEK 10.00 EEK 0.00 EEK 0.00
LHV EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
Krediidipank EEK 0.00 EEK 0.00 EEK 15.00* EEK 0.00 EEK 2.00°
DnB Nord EEK 0.00 EEK 150.00 EEK 50.00 EEK 0.00 EEK 0.00
Marfin pank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 15.00
UniCredit Bank EEK 0.00 EEK 150.00 EEK 0.00 EEK 0.00 EEK 0.00
Parex pank EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00 EEK 0.00
Handelsbanken EEK 0.00 EEK 0.00 EEK 20.00 EEK 0.00 EEK 2.50

IBS transaction fee is a domestic non-express IBS-initiated inter-bank payment transfer fee.

Prices are valid as of October 1**, 2010.

! For the card

? Free for costumers under 25

3 Account plus debit

* Free for costumers under 25

> Free for costumers under 25
Fespecive companes, Opiions reect udament st th time and are scbject to hrange. WHle eveny oot has been
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The results of the tests

10. Functionality

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

The Functionality test aims to evaluate the variety of functions that 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: “Is it possible to set up automatic periodical payments”

Evaluation: “Yes”

Functionality subcategories

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

3. Transactions 11. Help system

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

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

8. Leasing

Testing process

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

Lithuanian banks

Overall functionality results for Lithuanian banks

AVERAGE 63 %
Handelsbanken 31%
Medicinos bankas 42%
FINASTA I 43 %
Nordea I_Gl%

Ukio Bankas

Parex bankas

Danske Bankas

Siauliu bankas

DnB NORD

Bankas SNORAS

SEB bankas
Swedbank

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

Higher figures represent better results

Latvian banks

Overall functionality results for Latvian banks

AVERAGE 56 %
Svenska Handelsbanken 33 %
LTB Bank 39 %
Latvijas Pasta Banka |_41 %
Danske Bank ]_44 %
Regionala Investiciju Banka | 46 %
SMP Bank | 47 %
TRASTA komercbanka L48 %
Latvijas Biznesa Banka | 50%
PrivatBank I_ 53 %
Latvijas Hipoteku un zemes banka | 54%
Parex Banka
GE Money Bank

DnB NORD Banka
Nordea

Latvijas Krajbanka
NORVIK BANKA
Swedbank

SEB Banka

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

Higher figures represent better results
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Estonian banks

AVERAGE
UniCredit Bank

Handelsbanken Eesti

Overall functionality results for Estonian banks

50 %

29 %

135%

LHV

| 37%

Parex Pank I_41 %

| 41%

Tallinna Aripank

MARFIN PANK

DnB NORD Pank
Krediidipank
Nordea

SEB

Swedbank

Sampo pank

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

90% 100 %

Higher figures represent better results
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10.1 Sign up

Criteria in the sign up subcategory reflects 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

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

Detailed testing results

Sign Up functionality in Lithuanian banks

) 75%

71%

71%

71%

71%

71%

71 %

| 75 %
86 %
86 %
86 %
86 %

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

Higher figures represent better results

Full information about the price of IBS
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Filling the account opening form on the Internet - - -
A single telephone number for information + + B e o e e o I
A single email address for information + | + +l+ [+ |+ [+ +]+]|+]+
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Commentary

e Swedbank, DNB Nord, Nordea and SEB Bankas performed equally in the Sign-Up category by
fulfilling 86% of criteria.

e  Majority of the banks performed well in the Sign-Up category. 11 out of 12 banks scored
more than 70% of criteria.

¢ None of the banks offers the possibility to fill in a form on the Internet before going to the
bank to sign an account opening agreement.

e All banks have information about their branch addresses and working hours.

e Both DnB NORD and Swedbank offered the most convenient branch locators as well as user-
friendly demo versions, making the internet banking more appealing for new users.

¢ Medicinos Bankas, according to the research, performed the worst in this subcategory. It
failed to provide information about the price of the IBS and IBS demo version. As with the
majority of the banks, filling the account opening form before going to the bank to sign the
agreement was also not as well possible.

o All other banks except FINASTA provided an email addresses and a single phone numbers to
inquire information.

¢ Nordea has detailed demo version of the IBS, which is useful for users to see what they get
after opening their account in the bank

Nordea®™ Internetiné bankininkysté e
@ Pradiia | Saskaitos | Operacijos | Kortsles | Taupymas irinvestamas | Paskolosirlinngas | E-paslaugos | Paraitkos 5% Paoaiba | Pastas | Mustatvmai | Spausdin:

Vietinis mokejimas Sweiki, DEMO, 10s prisij prie Nordea

Lsavo saskaita/Valistos keitimas
Tarptautinis mokejimas

Démesio
Naui laiskai: 1

Saskaitos
Israsai

Saskaily saragas Slépti
Paslaugos Estijoje saskaita Likutis  Esamos léos Rezervuota Paskutinés
Paslaugos Latvijoje operacijos data

\Svary saskaits GaP 70000+ 700,00+ 0.00+ 17.01.2008

EUR' saskaita EUR 11.938,98+ 11.938,98+ 0,00+ 17.01.2008

Taupomon sackaits (8 5.000,00+ 35.000,004 0.00+ 17.01.2008

Einamoii saslaita L 145.189,95+ 148.189,95+ 0,00+ 17.01.2008

Slépti
Valiuta Likutis Kitas mokéjimas. Data
EuR 00.00- 444,60+ 01.02.2008

Credit to finance lease Ln 100.000,00- 802,35+ 01.02.2008

transactions

Korteliy sarasas Slépti

Rodvti uZdarvtas korteles

Kortelés tipas. Kortelés turétojas  Bisena Galioja iki Esamos léfos.

Maestro Naudotojas Aktyvi 09/2009 1.355,23+ LTL Detalag

Baltchikes MasterCard Naudotojas Aty o9/2011 2000069+ LT Detales

MC Gold Naudotojas Aktyvi 01/2010 15.250,50+ LTL Detales’

TKI PREMIJA Maestro  Naudotojas Aktyvi 09/2010 4.250,00+ LTL Detalés

MC “Xamelzon™ Naudotojas Aktyvi 11/2008 11.105,13+ LTL Detalag

MC kortele su Naudotaias Aty o2011 628200+ LT Detales
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¢  Sjauliu Bankas demo version of IBS was not working during the testing, but was added after
the testing results were measured:

LT | v

Ipradfia | Svetainés femélapis

§ SIAULIU BANKAS

VERSLO KLIENTAMS

BANKO Th TUOTOJAMS

Paieska

» Prisijunqgti

Banko saskaftos

Maokéjima nurodymai
Grynujy pinigy operacjos
Indeliai

Kreditai

Mokgjimo kortelés
Elektroniné bankininkysta

Mobiliosios bankininkystes
paslaugos

SB linfa

Elektroningé prekyba
Investavimas

Cekiai

Kitos pasiBugos
Valuty kursai
Pensjy fondai

Bendra mokéjimy eurais erdvé
SEPA

LT | En

Privatierns klientams -+ Elektroniné bankininkysté

Elektroniné bankininkysté =

Elektroniné bankininkyste - patogu, operatyvu, taupu ir paprasta

Naudokités Siauliy banko elektroninés bankininkystés paslaugomis ir Jums nereikés eiti]
banka, norint pervesti legas ar suZinoti saskaity likucius, neteks gaisti lako, norint sumoketi
mokeséius. Operacjy, atiekamy internetu, jkainai yra mafesni negu vykdant jas
paciame banke.

» 58 infs - Sauly banko pasiaugos_internetu. Viskas, ko Jums reikia, tai kompiuteris
priungtas prie interneto ir saskaita Sisuliy banke. Lesas savo s3skaitoje galesite tvarkyti
bidamas namuose, darbe arba keliongje bet kuriuo paros metu.

« SMS bankas ir SMS bankas plus - tai galmybé mobiluoju telefonu gauti informacia apie
banke turimy sgskaity likucius ir wykdytas operadias.

»_Elektroniné prekvba - tai saugi, lengvai ir greftai prieinama atsiskaitymu negrynaisiais
pinigais sisterna intemete, kurioje interneto pardavéjai gali teikti paslaugas ir parduoti
prekes, o 58 fnjos klientai gali apmoketi uZ prekes arba  paslaugas intemetinése
parduotuvése.

Elektroniniy pasiaugy teikimo salvaos (galioja nue 2010 m. kove 15 d.)

Ipradéia | Svetaings femélapis

§ SIAULIU BANKAS

ELEKTRONINE
PREKYBA

ske.lt www.shlizingas. It www avia

Tkainial Ir palikanos
Skaitiuokles
Paraidkos ir pradymai
Aptarnavimo tinklas
Bankomaty tinklas
Valiuty kursal

Parduodamas turtas

Paiedka

»_Prisijungti

2010-09-07

Mokejimo korteles, kurios pratesia vasara™
akcijos nugalétoja — kurénieté

S, m. rugséjo & d. iérinktas kreditiniy mokéjimo kortely
JMokejimo  korteles,  kurios  pratesia vasarg”®
pagrindinio prizo laimeétojas. Kelione dviems | Kretos ir
laimejo  p. Jadvyga  Pranaitiene &

akcijos

Santorino  salas
Kurseny,

daugiau

2010-03-01

Kreditinés mokejimo kortelés patraukliomis

Kreditinés mokéjimo kortelés
palankiomis salygomis

»

Kredital

@ Kariera

(1) Kortaktai

Siauliy bankno lizingas
Siauliy banko turto fondas
Siauliy barko investiciy valdymas

SBTF

Some banks take a small fee for bank account maintenance and promotes it as free to use.
However, if you want access to IBS you must have at least one account, so it is sometimes
not very accurate to say that IBS is completely free.
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Latvian banks

Sign Up functionality in Latvian banks

AVERAGE | 76%
LTB Bank | 38%
SMP Bank | 50%
Latvijas Pasta Banka | 1%
TRASTA komercbanka | 71%
Svenska Handelsbanken | 1%
Regionala Investiciju Banka | 1%
Danske Bank | 71 %
Latvijas Biznesa Banka | 75 %
SEB Banka | 75%
Nordea | 75 %
Latvijas Hipoteku un zemes banka | 86 %
Parex Banka | 86 %
DnB NORD Banka | 86%
Swedbank I 86 %
PrivatBank 88 %
GE Money Bank 88 %
NORVIK BANKA 88 %

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

Higher figures represent better results

Detailed testing results
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Commentary

e Latvijas KrajBanka is the best performer in Sign Up sub-category as they possess good
website with all necessary features present. A single telephone number and an e-mail for
information as well as a direct link to branch addresses and working hours are available at in
the bottom of every page.

e NORVIK BANKA, GE Money Bank and Privat Bank provide majority needed functionality in
this category.

e DnB Nord Banka is the only bank not providing the single phone number.

e The worst performer in this category is LTB Bank in comparison to others. LTB Bank have
problem with their IBS demo-user version. Demo-input data is located separately from the IBS
log-in field. Costumer has to take the login name and password at one section of the website
and go to IBS website and enter the data manually.

¢ Most banks do well in providing information about the branches and their working hours.

11 out of 18 banks provide demo version of IBS, which is an increase from last year’s report.

e All of the banks provide full information about the price of IBS, are compatible with different
web-browsers and display correctly the specific Latvian and Russian characters.

e NORVIK BANKA has Google Maps integrated to display branch profiles.
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e Latvijas Biznesa Banka interactive map shows the branch information with a single click on
the map
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GAIDAM JUS:

» Antonijas iela 3, Riga 67775888

» Marijas iela 7, Riga 67039074

e PrivatBank also offer Skype number in order to make it cost effective for users of Skype to
contact the bank

BEZMAKSAS
INFORMACIJAS LINLJA:

8000 1515

UZTICIBAS TALRUNIS:

6728 1995

% Uzdot jautajumu
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Estonian banks

Sign Up functionality in Estonian banks

AVERAGE | 67 %
Tallinna Aripank 43 %
MARFIN PANK 43 %
Handelsbanken Eesti 43 %
LHV I 57 %
DnB NORD Pank I 57 %
Nordea I 57 %
UniCredit Bank I 71 %
Parex Pank I 1%
Swedbank I 71 %
Sampo pank
SEB

0 %

Krediidipank 0 %

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

Higher figures represent better results

Detailed testing results
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Commentary

e Krediidipank and SEB offer the opportunity to open the account over the internet.

e Worst performers in the category are Handelsbanken Eesti and MARFIN PANK. Neither of
them has an internet banking demo, offers possibility of filling a form with personal details
online, has a single clear phone number and email address for asking help nor provides full
information about IBS prices provided.

e Only 4 banks out of 12, Sampo pank, SEB, Krediidipank and Nordea, are providing its
customers with an internet banking system demo version for beginners to study bank
internet banking system.

e All banks provide their clients with full information about their branches, except DnB Nord
Pank who doesn’t have working hours of the branches.

e Some best practices are used in Swedbank where there is a map where customer could
choose a town and would unveil specific details about the selection, detailed addresses and
working hours.

Ariklient  Swedbankist Sisenen
o - Erakliendi lgapaeva- Laen, liising, Investeerimine, Vara-ja
Swedbank O avaleht pangandus Krediitkaart
pension
ENG | RUS | Prindin Otsing ()

MINU PANK
Eripakkumised

P Pangakanalid ja -kontaktid

Minu kontaktid ja seaded

HEA TEADA

Uudised, blogi ja Twitter o
Kliendiprogrammid J
Hinnad ja kursid Tartumaa - Kontorid
Nimi Aadress Mindimasin Hoiulaegas ]m",'(';'h Lahtiolekuaeg Informatsioon

o ELVA KESK 32, 81507 X X E

o ELVA T

Talafcolpu: ANNELINNA KALDA TEE 1C X X E

Pangabuss 50703 TARTU L
Kalkulaatorid X X E4L 1
E-eenused panga kaudu P
Annetuskeskkond TARTU RIIA 1. 51013 E- Sularsha sese- [a vajamaksed anult
Euro ja pangandus KAUBAMAJA TARTU L automaadi vahendusel, valuutavahetust e

teostata
LULINE INF
DORPAT TURU 1, 51014 X X X

Turvalisus ja abi TARTU

Privaatsus
Panga tingimused
Pangakanalid ja kontaktid
*  Internetipank
Virtuaaine pangakontor. kuhy
paisate Iigi mis tahes kelajl ja
mis tahes kohast

* Telefonipank
Heltstades telefonipang
numbeile, saate teha

"M e RIS O

Lasne
Virsas fgs-Verumaa

e One user experience difficulty is that Nordea has an internet banking system demo version,
where you could log in only with a specific username and code provided. After inserting the
certain username that the demo offers customer is logged in directlyto IBS page passing the
neccesary card code input data where is not visible in demo section.
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10.2 Login

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

Lithuanian banks

Login functionality in Lithuanian banks

AVERAGE 82 %
Medicinos bankas 50 %

Danske Bankas I 67 %
SEB bankas 67 %
Handelsbanken 67 %

Ukio Bankas 83 %

Swedbank 83 %

Nordea 83 %

Parex bankas 83 %

Bankas SNORAS 0 %
0 %
0 %

0 %

Siauliu bankas
FINASTA
DnB NORD
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Higher figures represent better results

Detailed testing results
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Commentary

e FINASTA, DnB NORD, Siauliu Bankas and Bankas SNORAS have fulfilled all the criteria
examined in the Login section. They all provided a clear and helpful error message should the
user enter invalid login data, gave tips and offered instant help by kindly asking to contact
their customer services representatives.

e All banks have an IBS login field on the first page of the bank public website and managed to
implement clearly accessible log off button.

e All banks managed to implement a clearly accessible log off button and once logged in and
all the banks have the log off button visible on every page.

e Medicinos Bankas failed to provide any form of help online regarding the inteernet banking
system. Siauliu Bankas has some data hidden in its pages (that appears when all text is
selected)

MJ

[Eeiti

2010.07 .08 15:09:58 PavadinimasjillSaskaitos Hr. ‘aliut; Einamasis liku asil is [l Rezervuotos légos]
Informacia kait L 0 724431 TL 0.

Frisijungime informacija
Sutartys

Kreditai

Dokumenty ulsakymas
Saskaitings valiutos keitima kurses
Oficialds valiuty kursai
Franedimai

Franesimy paietka

FID: 1B01_USER ib071.pl R1.10
E. paslaugos 2 2000-2007 UAB "Forbis”. Visos feisés saugomos

Saskaitos
Saskaity spivalga
Wisos sasksitos
I5radas
Iirado uisaiymas
IErado siuntimo nuststymai
Korteles
Paraigkos
Operacijos

Nustatymai

e All banks inform customers about invalid data entries properly; however, more than half of
the banks do not offer easily accessible help and guidance on the same page in case of lost
or forgotten log in data.

e  Ukio Bankas provides very helpful help directions for end-user

Pagalba

Jeigu nepavyksta prisijungti:

» Patikrinkite, ar teisingai (vedinéjate slaptaZod| ir vartotojo varda.
» Prisiminkite, galbdt pasikeitéte slaptazod], tadiau £ [pratimo vedate senajj.

» Slaptafodis ir vartotojo wvardas turi bati tik 12 lotynigkos abécélés raidziy, skaitmeny ir
standartiniy specialiy kompiuterio simboliy.

» [sitikinkite, kad "CapsLock" mygtukas yra teizsingoje pozicijoje (ypat svarbu didZiosios ar
mazosios raidés jvedant slaptazod]).

e Jeigu Jisy slaptafodyje yra skaitmeny ir Jds juos renkate klaviatiros skaitmeniniy
mygtuky dalyje, pasitikrinkite ar jungtas "Mum Lock" nustatymas.

o Tris kartus neteisingai (vedus PIN koda arba slaptazed] Jdsy prisijungimas prie Eta banko
bus blokuojamas.

» Dél Eta banko vartotojo teisiy atstatymo, 1is turite kreiptis | Jus aptarnaujant] Banko
filialg ar klienty aptarnavimo skyrig.
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Latvian banks

Log in functionality in Latvian banks

AVERAGE

SMP Bank

Latvijas Biznesa Banka

Nordea

Latvijas Hipoteku un zemes banka
LTB Bank

GE Money Bank

Latvijas Krajbanka

Latvijas Pasta Banka

TRASTA komercbanka

Svenska Handelsbanken
Regionala Investiciju Banka
Swedbank

50 %
50 %
50 %
50 %

| 72%

67 %
67 %
67 %
67 %
67 %
67 %
67 %
67 %

PrivatBank

83 %

SEB Banka

83 %

NORVIK BANKA

83 %

Parex Banka
Danske Bank 0 %
DnB NORD Banka 0 %

83 %

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %
Higher figures represent better results
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Commentary

e The best performer in this category is Danske Bank and DnB NORD Banka, who managed to
fulfill all the criteria. Both possess an easily accessible IBS log in field and provide clear error
recovery messages and help directions. When logged in, a customer’s name/username and
log off button are always clearly seen and accessible.

e  Banks should not sacrifice clarity for the sake of security - they should learn from colleagues
at other banks, who have devised ways to be clear without compromising security

e One of least performers in login category is Latvijas Hipoteku un zemes Banka. The bank
receives only 50% as 3 out of 6 criteria are not fulfilled. The bank does not provide help
directions in the error messages and in case user forgets his password and login information.
Latvijas Hipoteku un zemes Banka also does not display username on every page in IBS.

e All of the banks provide IBS log in field or link to it on the first page of their website. Another
fully completed criterion is clear and always accessible log off button.

e Help directions in case the user forgets password or login information is the least completed
criterion and out of nine banks only two DnB NORD Banka and Danske Bank fulfil it.

e DnB NORD Bank provides clear help directions. Firstly, the bank displays a link just after login,
which should be used in case user cannot access the IBS. Common mistakes are presented
and as well contact telephone number is given. In case the user forgot his login information
one more link is provided.

=EEET T T ERGEN | TI-PyCeRn
.
l No RD -Demonstrscits - Cenulaps - ListotSia instrukeiis
www.inord.lv
I | |
KorkurEtepEfigl pakalpojum, barkas specislistu padoms un |sbvElgs I8 J0su uznEMEidartbas prioritStes i tirgus dalas strauja
attieksme - Sie ir tikai daZi no iemesliem, kas gandari Latvijas palielinaSana, tehnolodiju modernizacija, konkurétsp&jigu
iedzivotFjus sadarbiba ar DnB NORD Banka. pakalpojumu piedavajums, lai gitu vél lielaku pejpu, DnB NORD
. Banka ir fidzvErtios partneris izaugsmei Latvijs un &rpus tas.
Istencjot individuglu apkalposanas stilu, uzkdausot kiientu vajadzibas,
bankss Un Klientu sadarbiba i sbpussj veikeniigs un veicing ne tikai Sagatavojot padu piedSvEiumu uznEmumiem, DS NORD Barka
klienta laika, bet arf naudas ekonomiju. piedava nestandarta nosadjumus un bankas pakalpajumu
 vairsk... <pecislu atlsizu programmu &7 uznEmums darbiniskiem,
- vairgk...

'g Aktuali W Drodiba

Sobrid vispiigaka INORD versia ir piesjama arf Tava valoda: + Padomi internethankas un karky ietotaiem

P L + Droie maks&iumi Internetd
- =
- * Hipotekrais kredits

[ ]
INORD e e .

www.inord.lv

= Nevaru ieiet sistéma & rzdrukal
i Ja nevari ieiet internetbanka, parbaudi:
LIETOTAJA INSTRUKCIJA L
Jaunumi 1. Vai uz klaviatiras nav ieslegts "Caps Lock” (lielo burtu rezims).
Papildus informaciia 2. Vai ekréna labaja apaki&ja =t0ri (pie pulkstepa) ir atziméta latviefu valoda - karodziné
isparigie noradiumi wal simbali "LV". (Fielaujama ari anglu valoda.)
Visparigie noradnumi
Eri B RIE I 3. Pérliecinies, ka ievadi tiefi savu "ieejas paroli”, nevis "apstiprindganas paroli”.
Firmais apmeklSjums
BANKA 4. Parliecinies, ka Tavs "ieejas / lietotdja wards", ko ievadi, ir pareizs.
INFORMACIIA 5. Uzmanigi ievadi kedu (atslegu) ne kedu kartes. Ir jaisvada tikai 7 - ciparu kombinacija,
- kas ir noradita p&c numura iekavas.
KONFIGURACTIA

K& stradat ar sistému . S . . .
S - MEgini ieiet vElreiz, klikékinot uz pogu "leiet” tikai vienu reizi.
K3 ieglt informaciiu par...
1a neizdodas, zvani internetbankas atbalsta dienestam pa diennakts talruni

K3 stradat ar maksdiumiem
=- (+371) 67171880 & -

K& kontrol&t maksdjumu izpildi
K3 izveidot uzstadijumus

#» Ko darit, ja neatceros savas paroles vai ieejas vardu?... I
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NORVIK straightaway warns the customer if not-Latin (e.g. Russian) script are being entered
into the login field.

Klienta kods (CIF) vai grupas nosaukums AUYKEH l@ Uzmanibu! Jis izmantojat nelatinu simbolus! l

Identifikacijas tabulas PAROLE
vai DigiPass ierices KODS

e One of the wrong directions found is at that Parex Bank's IBS opens in English, and not in
Latvian by default. The user has to change language back to Latvian each time.

PAREX ONLINE BANKING

SIRIHA ELIMNA

Bepotts
Ask teller & guestion

Orders
Create New | List | Search

g

b FREE FORM ORDER

b SAVINGS

Free Form Order ©pening of Term Depasit
To send & message to the Bank, fill in free form order, More.., You may open = tern deposit with the Bank offerad inkerast rates, More...
Term deposit loyslty programme

b DIRECT DEBIT ©pening a deposit under the deposit loyalty programme, you may increase a

standard interest rate for a new deposit. Mare...
LATTELECOM polication on changing a FLEX depasit currenc:
RIGAS UDEMS S1A
ATz g The submitting of this application gives you an appartunity to change depasit
'PAREY LIZINGS UN FAKTORINGS' SIA currency. More..,
AGA SIA Apolication on incressing s FLEX deposit smount
APSARDZE RIGA SIA The submitting of this application gives you an eppartunity to increase deposit
AVOTA NAMI

amount, Mare...
Adm. snds. Knkneses ND

e IBS of Regionala Investiciju Banka shows that user has received new message. However,

when user follows the link system says that no messages are received.

Sakums \ Sarakste ar banku \
Sapemtie bankas zinojumi

Lietotaja kods: 4560019

INVESTICIJU B sapemts jauns zipojums

Bankas darijumi Kontu parskats Sarakste ar banku ISttt

Sarakste ar banku Sanemtie bankas zinojumi

« Sanemtie bankas zinojumi " ~ -
+ Mosititie zinojumi bankai Saikalpenods No nedélas sakuma v e
+ NosOtit zinojumu

Datums no

Datums lidz 2
Isceli

+ Uzstadit

Mekl&t

I Izvélétaja perioda Jums nav neviena bankas zinojuma I

Klienta Info Serviss: (+371) 67 359 000 nana iela 2, Riga, LV - 1010
Tel.: (+371) 383 /

yright @ 2002-2009,
v / e-paste: banka@rib.lv

28ion5l3 investiciju banka’
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Estonian banks

AVERAGE

DnB NORD Pank
Tallinna Aripank
Krediidipank
Parex Pank
UniCredit Bank
Handelsbanken Eesti
LHV

MARFIN PANK
Swedbank
Nordea

SEB

Log in functionality in Estonian banks

61 %
33 %

50 %

50 %

50 %
67 %
67 %
67 %
67 %

Sampo pank 0 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %
Higher figures represent better results
Detailed testing results
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IBS log in field on the first page of the bank website S I e B o B B I + |+
Clear error recovery messages, if incorrect data is entered B I + +
Help directions are given in the error messages -+ + |+ a
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 S I B O B O B I R
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Commentary

The best performer in this category is Sampo pank, who managed to fulfill all the criteria.
e 11 of 12 Estonian banks have IBS login fields on the home page of the website.

e Worst performer in the category is DnB Nord Pank with fulfilling only one criteria: having
clear and always accessible log off button in internet banking system. Although Dnb Nord
Pank is one of the worst performers, it has implemented virtual keyboard for logging in,
which makes the accounts much more secured, which could be rated as best practice case

e Some banks first request a customer’s username and after that they lead the customer to the
page to enter the rest of necessary information for logging into the internet banking system.
Usually the problem in this case is that they give an error message for incorrect entered
information after entering all the rest of information if the mistake was at username already.
This is inconvienent for users, who must spend time re-entering the data.

e All banks have a clear and always accessible log off button in every page of the internet
banking system.

¢ Many banks are lacking giving clear help directions for common mistakes of the customer,
such as forgetting the password or other login information.
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10.3 Account information

Criteria in the account information subcategory evaluate the functionality related to checking
account balances and reviewing transactional history.

Lithuanian banks

Account information functionality in Lithuanian banks
AVERAGE I 70 %
Medicinos bankas 50 %
Danske Bankas 50 %
Handelsbanken | 60 %
Parex bankas I 60 %
Ukio Bankas I 70 %
SEB bankas I 70 %
Siauliu bankas I 70 %
Nordea I 70 %
Bankas SNORAS 80 %
FINASTA 80 %
DnB NORD 80 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results
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Accounts list page with all accounts + + + + + + + + + + +
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 . . " i . . .
transferred
Possibility to sort transactions by currency + - + - - - - + - - +
Type of account is displayed on the accounts page + + + + + + + + + - + 4
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Commentary

e The best performer in this category is Swedbank, who managed to fulfill all the criteria.

e  Most of the banks do not offer account page customization or the ability to sort transactions
by currency. However, all banks have a direct link to the transactions list, the ability to search
by required date, printable version of transactions history and an accounts list.

e Banka SNORAS, FINASTA and DnB NORD fulfill the criteria by 80% and are placed in second
best. These banks lack date and time of the last transaction shown in the accounts list page
and customizing the accounts.

e Banks tend not to include the date and time of the last transaction in the accounts list page,
only Swedbank, Nordea and Medicinos Bankas has this information present.

e The worst performers in this category are Medicinos Bankas and Danske Bankas who fulfilled
only 50% of the criteria.

e Swedbank allows users to sort the transactions by all features: date, receiver, transaction
details and by amount transferred. It enables a quick and efficient search within the history of
transactions.

Saskaitos israsas & a

saskarrs |
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” 7} A ir mokéimo paskirtyi
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Patedd| uZkisusa
laikotarpis: 2009.08.01 - 2009.08-05 CSv POF XLS

.
Paaiskinimai Likutis

EUR Liutis pradZial 2009-08-
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0
0
0
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Latvian banks

Account Information functionality in Latvian banks

AVERAGE | 62%
TRASTA komercbanka | 40%
Danske Bank | 40 %
SMP Bank | 50%
PrivatBank | 50 %
Latvijas Hipoteku un zemes banka | 50 %
Parex Banka | 50%
Svenska Handelshanken | 50 %
Regionala Investiciju Banka | 50%
Latvijas Biznesa Banka | 60%
Latvijas Krajbanka | 60%
DnB NORD Banka | 60 %
LTB Bank | 70%
Nordea | 70%
Latvijas Pasta Banka | 70%
SEB Banka | 80 %
NORVIK BANKA
GE Money Bank 90 %
Swedbank 90 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %
Higher figures represent better results
Detailed testing results
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Commentary

The best performers in this subcategory are GE Money Bank and Swedbank, passing the
criteria by 90%.

e The worst performers are TRASTA komercBanka and Danske Bank, both failing to pass even
50% of criteria. It is not possible to customize the account list or sort out the transactions by
amount of money transferred.

e  Most of the banks allowed to print the transaction history or to save it to file.

¢ Most of the banks failed to provide sorting possibilities for transactions by currency.

[ ]

Norvik’s transaction history is the most convenient one. First, one can easily sort it by pressing

on different column titles (arrow near “Kredits”); second, one can choose different encoding
systems and file formats for saving the data on one’s computer

KONTA IZRAKSTS

Klients: SIRIHA ELINA
Konta numurs: 8712156817 Ls
Periods: 01.01.2010 - 21.07.2010 www.e-norvik.lv
Sakuma atlikums: 0.00Ls
E}alums Detalas Debets Kredits 1 Atlikums
Nav operacijas par izvEI&ta |aika periodu
Kopa debets: 0.00
Kopa kredits: 0.00

Tekosais atlikums:

0.00Ls
lesaldétais atlikums: 0.00Ls
Pieejamais atlikums: 0.00Ls

Datums: 2010.07.21 21:43:17

Kodu lappuse Windows Baltic (1257) - Saglabat CSV faila Atpaka

Saglabat PDF faila

e Svenska Handelsbanken displays account balance not only in LVL, but also automatically
converts the same money to EUR. This probably is done for international clients who have
lats, but are used to euros.

Latviski Mo-pycexn Enalish

] o | v | oo e

Elina Siriha kl 07.07.2010 17:20:48

Sveicinati, Elina Sirihal

Informacija Konti-

Kopsavilkums ~

Konta izraksts (p&c atlases Valita Aflikums Kredits Rezervéts Piecjamais Komisijas maksas Gaidamie izejoSie Gaidamie ienakosie
kritérijiem) atlikums parads maksajumi maksajumi

Valltu kursi

Maksajumi

lekszemes maksajums -

Starptautiskais maks3iums T 075 0.00 0.00 0.75 0.00 0.00 0.00

MNeizpilditie maks3ajumi ~

. i 1.07|  0.00 0.00 107 0.00 0.00 0.00

°

Danske Banka provides user with an opportunity to send the list of transactions via email.
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Parskata pieprasijums

Beigt Kontz: | Bez limita MAESTRO karte privatpers  LW3ZMARAZ043000005817 LWL M
Periods: | Par laka ntervalu [*]
Konti [&] os07200 | . osora0n0 |
Visi konti Formats: | HTML {pa e-pastu) M
Konti
Parskata pieprasijums Waloda: | LAT [L]
Parskats

esirihaf@gmail .com
Barskats fzila forma (FiDAVISt:

Krediti

Parskaitijumi

Uz savu kontu Danske Bank3 Alskaites nosaukums

Viet&jais parskaitijums No=itt | Pieprasiumu vE&sture

Starptautiskais parskaitijums

Sagataves vietdjiem
parskaitijumiem

Sagstaves starptautiskajism
parskaitijumiem

e Although several transactions were performed, IBS of Latvijjas Hipoteku un zemes Banka

displays a message saying that no transactions took place. However, it is possible to access
this information through another link.

"m v

internetbanka
Informacija

Kontu stavoklj

kumi | Jaunumi

Konta numurs: LV31LHZE2100183343001
Periods: Jalijs, 2010

L]

Atpaka]

,ﬁ Hlpob!ku banka KentakttSlrunis: 67774240, 67774118, E-pasta adrese: hiponst@hipo.lv Versija 1.11.0.34.8
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Estonian banks

Account Information functionality in Estonian banks
AVERAGE J 55 %
LHV | 30%
DnB NORD Pank I 40 %
UniCredit Bank 50 %
Handelsbanken Eesti 50 %
MARFIN PANK 50 %
Nordea 50 %
Krediidipank 50 %
Swedbank 50 %
Tallinna Aripank I 60 %
Parex Pank I 60 %
Sampo pank 80 %
SEB 90 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %

Higher figures represent better results

Detailed testing results
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Accounts list page with all accounts O I R S B A BT B B B
Customising the accounts list page R e S ) IR L B
Date and time of the last transaction shown in the accounts list page N I I ) e
Direct link from the account to the list of transactions A I (A S R S B (2 SR IR A
Sorting transactions by the required date Ea e N o e S S S I I S
Printable version of the transactions history B R O I T ™ I i (R A B
Saving the list of transactions to file [+ [+ |+ + |+ ]+ +[+] -+
Possibility to sort transactions by amount of money transferred PO i I i R ) (T ) R
Possibility to sort transactions by currency B T I (T I A B e
Type of account is displayed on the accounts page N S I (S I ) R R S P e
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Commentary

e The best performer in this category was SEB fulfilling 90% of the criteria, the only criteria not
matching is date and time of transactions.

e In general, all the banks have more or less the same functionality within a list of transactions
— it is possible to sort the transactions by date, access the transactions list from the accounts
page, to print and save the transaction history list.

e The worst performer was LHV, which didn’t have any accounts list page with all the accounts
and due to that it was not possible to evaluate it under different points

e All the banks have an accounts list page in the IBS that shows the account name, number
and balance.

o All of the banks have direct link from the accounts list page to the list of transactions. Thus it
is possible to sort the transactions by required date, print or save it to a file for majority
banks.

o All of the banks offered the opportunity to sort transactions by the required date.
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10.4 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

AVERAGE
Handelsbanken
FINASTA

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

DnB NORD

SEB bankas

Transactions functionality in Lithuanian banks

82 %
60 %
73 %
73 %

80 %
80 %
80 %

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

Higher figures represent better results
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Detailed testing results
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Local one-time transfers RO I (S S RO S (TS S IR I R S
International one-time transfers o o e o A o I S
Periodical (recurring) local transfers ol [+ -+ [+ ]+ |+ |+ +] +
Periodical (recurring) international transfers O I L o O 2 o B
Delayed (timed) local transfers ol [+ |+ |+ [+ [+ ]+ ]+ |+ +] +
Delayed (timed) international transfers RO I (S S A S (S S IR I I S
Local transfer template creation RO I (S S A S (S S IR I I S
International transfer template creation RO I (S S A S (S S IR I I S
Calendar next to date fields RO I (S I A S [ S IR IS I S
All necessary fields for a local transfer are marked (i.e. with an asterisk *) S P R I I S I R R I I
All necessary fields for an international transfer are marked (i.e. with an asterisk *) S P B i (N o I A 2 B
Suggested transaction serial number RO I (S S A S (S S IR I I S
Both a point and a comma accepted as a decimal separator FON = I (S AR R R I IR S Y
Possibility to order an SMS/email notification when transaction has been completed S P N T R I ) N ) B
Carrying out currency operations RO I (S S IR I (TS S IR +| +
Commentary

e SEB Bankas is a clear leader in this category by being the only one to fulfill all the criteria by
100%.

e DnB Nord placed second as it lacks a periodical international transfer function.

e All the banks in Lithuania allow the user to conduct local and international transfer from IBS.
Currency operations and template creation are also offered by all the banks.

e Handelsbanken performed the worst in this category. It was the only bank that did not offer
periodical local transfers from the IBS. Also, the are the only one that lacks a calendar next to
the date in transfer form.

¢ Handelsbanken international transfers were working the lack of periodical transfers, a
calendar and necessary field marks penalized its points.

e Only 2 from 12 banks offer SMS/email notification when transaction is made.

e  Almost all banks have an auto-correct system if amount of money is written incorrectly (with
comma, not a dot).
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Latvian banks

Transactions functionality in Latvian banks

AVERAGE ] 79%
SMP Bank ] 50 %
Svenska Handelsbanken | 60 %
PrivatBank |
GE Money Bank I 67 %
|

TRASTA komercbanka
Parex Banka
LTB Bank | 73%
Latvijas Biznesa Banka | 73%
Danske Bank | 73%
Latvijas Krajbanka |
Latvijas Pasta Banka |
Regionala Investiciju Banka | 80 %
DnB NORD Banka |
Swedbank |ﬁ%
Nordea | 93%
Latvijas Hipoteku un zemes banka 93 %
SEB Banka 0 %
NORVIK BANKA 0 %
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Higher figures represent better results

Detailed testing results
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Local one-time transfers + |+ |+ + |+ F# |+ |+ F] ]+ +[+]+]+]+]| +
International one-time transfers R S T B B I NS T IS B I B T T B B B S
Periodical (recurring) local transfers R U T ) I ) I I I B R P N e I e -
Periodical (recurring) international transfers E2 I T ) I ) I I I I B ) T B I I -
Delayed (timed) local transfers + |+ |+ + |+ F# |+ |+ F] ]+ +[+]+]+]+]| +
Delayed (timed) international transfers RO RS IR S IR I INA A (A S I S O S I I A
Local transfer template creation +l+ |+ + |+ ]+ + |+ + ]+ [+ |+ +]|+]+]|+] +
International transfer template creation R D S 2 BT S IR T R B BT (2 BT S I B S
Calendar next to date fields FUN I I A I ) I B (A i IR (R I R P R IR
AII necessary f|eld_s fo*r a local transfer are marked | " SO0 U 1 U R U (U P N PO N P IO B
(i.e. with an asterisk *)
All necessary f|_elds for an _mtimatlonal transfer are | " el oo el el el e lalalel  talsl s
marked (i.e. with an asterisk *)
Suggested transaction serial number RO RO A N I I IR I (R (S IR S (A (S R R +
Both a point and a comma accepted as a decimal |+ el el el ol oo lalalalal ol el .
separator
POSSIbI|It.y to order an SMS/email notification when a1l 0 I P I i R IO ) I e I )
transaction has been completed
Carrying out currency operations + |+ [+ [+ |+ |+ |+ F |+ |+ ||+ ]+
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Commentary

The leaders are NORVIK BANKA and SEB Banka. Each fulfilled all the criteria in this
subcategory.

e A majority of the top-ranked banks possess a range of transaction services such as local and
international one-time, periodical, and delayed transfers. They also have user-friendly
interfaces, with a calendar located next to dates, necessary fields marked bold or with an
asterisk, and both point and comma accepted as a separator.

e 7 of 18 banks offer to its customers a chance to order an email/sms notification.

e The worst performer in the transactions category is SMP Bank, which fulfils only 50% of
criteria. The bank does not provide the opportunity to set recurring local or international
transfers or receive notification about completion of the transfer. Moreover, necessary fields
in local and international transfers are not marked and calendar next to the date input field is
not present.

¢ Handelsbanken also performed quite poor since it is not offering periodical payments, does
not mark mandatory data fields, is not delivering SMS notification and not providing currency
operations.

e The least completed criteria are allowing the user to make recurring international transfers
and to order notification about the completion of the transaction. Both criteria are fulfilled by
less than 50% of the banks.

e  Browsing Parex Bank IBS the user might encounter message asking to open page in the same
window, not in the new tab. The message might appear even in case everything is done
according to bank's instructions.

PAREX INTERNETBANKA LATVISKI MO-PYCCHH IN ENGLISH FALiDEE e @
SIRIHA ELINA

JAUNA BANKA.LV

ZINAS IKVIENAN, KAS VELAS ZINAT VISU PAR JALUINO BANKL

Atskaites
Uzdot jautajumy operatoram

o I T N I T N e

Navigacijai, lidzu, lietojiet Parex internetbankas norades un ikonas, nevis parlikprogrammas iespejas.
Vienas darba sesijas laika nedrikst veikt darbibas vairakos parlukprogrammas logos.
Turpiniet darbu, noradot vajadzigo izvelni.

Oparatora talrunis: (+371) 6710 7575
Maks&jumu karu uzzipas: (+371) 6701 0000

E AS "Parex banks' 2001

e TRASTA KomercBanka clearly displays status of the document in after transaction.

 Intenetbanka
/' TRA!

STNET aset

+ Parskaitijumi
TekEharkas parskaitiiums
Starptautiskais parskaiijums

>sikums - Bankas operaciias - Iekizemes parskaitijums latos

hm&wm Bankas operaciju saraksts { Kopa 1}
atos
Guimpains « Bankas operaciju saraksts { Kopa 1 ). Izvélieties lidzu vienu vai vairakus dokumentus un nospiediet nepiecieamo pogu
Parskaltfiums starp viena Kienka apak¥a zem saraksta.
kontiem
Pérskaitiums RUB [] Statuss Datums ldlm Numurs Konta numurs Yeids Summa yalita DOS3UKUMS,/Vards,
atums uzvards
= Skaidras naudas izmaksas
rikajums a4 Tkézemes
. skaidras naudas pasGtiEana O @i O7j07/2010 OFf07[2010 1 LY17 KBRE 1111 1460 31001 parskaitfiums 040 LWL Elina Siriha
- Konvertacija
(tz e =S S [ Lahot | [ Skatit | [ mosam | [ Dadst |
Darifjumu atskaite
- Terminnoguldijumi | Atcelt | | Drukat | ‘ Kopét ‘ | Uz arhivu |
Depozits
D ks 34 .
CEEHDE) @) Jouns dokuments 53 Mosdtts G NodotsipldBansl o Lpits 98 Atceksborks ) laveidots TelefonBank
- Dokumenti
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Estonian banks

Transactions functionality in Estonian banks
AVERAGE | 71%
Krediidipank ) 47%
Handelsbanken Eesti I 60 %
MARFIN PANK I 60 %
LHV | 67 %
Tallinna Aripank I 67 %
Parex Pank I 67 %
Swedbank I 67 %
UniCredit Bank l 73 %
DnB NORD Pank I 80 %
Sampo pank I 80 %
Nordea 87 %
SEB 93 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %

Higher figures represent better results

Detailed testing results
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Local one-time transfers +l+ |+ |+ |+ +]+ ]|+ + |+ |+
International one-time transfers R I o B O + |+ |+ |+
Periodical (recurring) local transfers RO S (R S IR (R (N ) R A B
Periodical (recurring) international transfers N R I D I R B B
Delayed (timed) local transfers +l+ |+ |+ [+ [+ F ][+ +]+
Delayed (timed) international transfers RO o R S S o B S S B S S
Local transfer template creation Ea o R U B 2 T R B o S
International transfer template creation N A B (i NI DR DN T R (i i
Calendar next to date fields R S N 2 N (R (R ) IR A S
All necessary fields for a local transfer are marked (i.e. with an asterisk *) B N T N D I S [
All necessary fields for an international transfer are marked (i.e. with an asterisk *) R I EE IR L ) T IR
Suggested transaction serial number RO R (R S IR A S S R A B S
Both a point and a comma accepted as a decimal separator + |+ |+ |+ |+ F |+ -+ +
Possibility to order an SMS/email notification when transaction has been completed E I B I e B e I R B
Carrying out currency operations L R B R o B o R
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Commentary

e The best performer in this category is SEB pank, which fulfills 93% of the criteria and lacks
only periodical international transfers.

e The least fulfilled criterion is the possibility to order SMS/email notification when the
transaction has been completed. Only Sampo pank and SEB pank offer this feature.

e The worst performer in this category is Krediidipank. With their service only the main crucial
function is possible: local one-time transfers and option of converting currency lack functions
to make transactions for customers more convenient.

e Many banks had unnecessary question marks next to each blank space in the transaction
forms, which is linked to a term or terms explanatory page.

e All banks offered the option of making local one-time and delayed transfers.

¢ In almost every bank customers have the opportunity to make international one-time and
delayed transfers, periodical local transfers and local transfer templates.

® In most of the banks both comma and point as a decimal separator was accepted.

e At the majority of banks, customers did not have to write any serial number while making a
transaction.

e In all of the researched banks it was not possible to easily find how to order a SMS or an
email notification about transactions.

¢ Most of the banks’ IBS do not allow customers to make periodical international transfers.

e In most cases banks did not have all mandatory fields marked necessary for doing an
international or la local transfer, which would make conducting the transaction more

convenient.
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10.5 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

Payment options functionality in Lithuanian banks
AVERAGE | 62%
Handelsbanken 0%
FINASTA 0%
Medicinos bankas l 50 %
Nordea l 50 %
Ukio Bankas I 67 %
DnB NORD I 67 %
Bankas SNORAS I 75 %
Parex bankas I 75 %
Danske Bankas I 83 %
Siauliu bankas I 83 %
Swedbank 92 %
SEB bankas 0 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %
Higher figures represent better results
Detailed testing results
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Possibility to pay for water + |+ S I R B I |+
Possibility to pay for electricity + S IR O I B
Possibility to pay for heating + |+ EO I R I B I I I
Possibility to pay for mobile telephone (3 largest providers) S I IR e S O S O S I R
Possibility to pay for the Internet (at least 3 providers in capital) R I I e S I I I
Possibility to pay for cable television (at least 1 cable TV provider in capital) R I N e I N I I B
Possibility to transfer money to a pre-paid mobile phone number account (3 . . e s . .
largest providers)
Direct debit payments are available S I IR e R O S O S B R
Filling a direct debit payment application form online S I IR e R O S O S B R
A printable direct debit payment application form is available online S I R I (- S e S A S
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Commentary

e SEB Bankas fulfilled all the criteria in this subcategory, with Swedbank closely following.
Swedebank only lacks the possibility to transfer money to prepaid mobile phone number
account.

e  FINASTA, Handelsbanken do not have any payment options available.

¢ Only Bankas SNORAS and SEB Bankas have a direct connection to three largest pre-paid
mobile services providers within the IBS.

e  Ukio Bankas layout for utility services are the most comfortable to use, also basic information
like name, surname, address were already filled by the system during the payment process.

Vilniaus atsiskaitymo knygelé

Data (einamos dienos) | 2010.07.08

Mokejimo nr. (bet koks | i1

skaiiusg)

Mokétojas (pavarde,

vardas / imonés |Sernas Vytautas
pavadinimas)

Mokeétojo adresas | Rinktinés 37-53 Vilnius, LIETUVA

Mokeétojo kodas (numeris)
[Atsiskaitymo knygelés nr. | 2547854
(7 skaitmenys)]

Saskaita LT107010400354070440 LTL ~ Saskaitos likutis: 18.80
1 Skaitiklis iki Skaitiklis nuo Skirtumas Mato vnt. Tarifas Suma
1.Elektra | 20 |10 10 kwh | 0.45 |45
2.Elektra (naktj
Zeét., sekm.) ' | | kiwh | 0 | 0
3.Dujos m3
4.Dujos m3
s.Siluma Mz
{&ildymas) 12
6.Karstas vanduo | 5 | 2 3 m3 | 1] | 0
7.8altas vanduo | 10 |4 6 m3 | 4.22 |25.32
8.Kitos paslaugos [
9.eilute
10.Elektra
bendrosioms namo
reikméms
Suma 47.82
Pariodiékumas

I55AUGOTI .. ir pasiragyti [ ISSAUGOTI IR SUKURTI SABLONA, |

e Danske Bankas has grouped all utility services so it's very easy to find what you are looking

for.
Mokesciai Pagalba
11. Telekomunikacijos
© TEO LT, AB
7 UAB "Tele 2"
) UAB Bité Lietuva
7 UAB Omnitel
Moketi Sukurti ruoSinj
Mokesgiy grupé: | 11. Telekomunikacijos EI
Parodyti Grizti
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Latvian banks

Payment options functionality in Latvian banks
AVERAGE ) 38%
LTB Bank 0%
Latvijas Pasta Banka 0%
TRASTA komercbanka 0%
Svenska Handelsbanken 0%
Regionala Investiciju Banka 0%
Danske Bank 0%
Latvijas Hipoteku un zemes banka | 17 %
Latvijas Biznesa Banka | 25%
Nordea | 33%
DnB NORD Banka | 42%
SMP Bank | 50%
PrivatBank | 50%
GE Money Bank | 50%
Parex Banka | 67%
NORVIK BANKA | 75%
Latvijas Krajbanka 92 %
SEB Banka 0 %
Swedbank 0 %
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Higher figures represent better results
Detailed testing results
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Possibility to pay for water + |- + CON R R R B + -
Possibility to pay for electricity + - + SOl I B B o + |+ -
Possibility to pay for heating + |+ - + SO B R + | -
Possibility to pay for mobile telephone (3 largest o ) ) 0 T P I R I I B
providers)
Possibility to pay for the Internet (at least 3 providers| _ | _ ) " 0 T P N R I I B I )
in capital)
Possibility to pay for cable television (at least 1 cable | | | | ) " 0 I O I I R I I I )
TV provider in capital)
Possibility to transfer money to a pre-paid mobile o ) " 2 R P I I R I )
phone number account (3 largest providers)
Direct debit payments are available + |+ - S0 I R IR B I B B ) R R -
Filling a direct debit payment application form online| + | + - S0 I R IR B I B B ) R R -
A printable direct debit payment application form [ R U (N O N N O I
is available online
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Commentary

e Swedbank and SEB are the leaders in this subcategory. They offer all necessary templates to
pay for utilities, telephone and internet, widely used by companies such as Latvenergo
(Latvia's energy market biggest company) as well smaller regional communal companies and
different service providers. Both banks have completed the 100% of criteria.

e There are 5 banks that have not completed any of the 12 criteria and receive 0% in payment
options category. These banks are Danske Banka, LTB Bank, Regionala Investiciju Banka,
Swenska Handelsbanken, TRASTA KomercBanka and Latvijas Pasta Banka. All these banks do
not have templates for transferring money to various companies and they do not allow
customers to pay bills automatically nor provide e-bill services.

e  The most completed criteria are cable television (at least 1 provider is offered by 10 out of 18
banks) and electricity (offered by 9 out of 18 banks). The least completed critea are pre-paid
mobile services (only 4 banks) and applying for e-billing for certain service providers from e-
bank (only 7 banks).

e  SEB not only uses companies’ logos in addition to simply their names, which is very
convenient for search, but also divides companies into categories (one of them being “the
most frequently used”), which eases orientation quite a lot.

Bankas paraugi

Bieiak izmantotie PriekSapmaksas kartes
@ # BITE Latvija SIA ﬂﬂ:‘ao * Amigo
aitielecom  + Lattelecom BiFri + BiFri
Latv » Latvenergo AS O'KARTE & OKarte
L + Latvijas Gaze + Zelta Zivtina
i @ . IoLLir-,\,:aa. Mobilais Telefons Valsts nodevas/ nodokli

+ CSDD soda apmaksal Pilsétas dome

SEB + SEB lizings (EUR

TELE2Z  »7ee2

SEB Grupa

taju iendkuma nodokla apmaksa (arpus

is (IIN

+ Fiksé&tais nodo

+ ledzivot3ju iendkuma nodokla apmaksa (Riga

# Eurocard AB, Rigas filidle (EUR + Nekustama3 TpaSuma nodokla maks3jums

+ Eurocard AB, Rigas filidle (LVL
+ Patentmaksas (lIN
SEB Dzivibas apdrosinasana (EUR -
+ SEB Dzhbas apdrusinasana [EUR + Pievienot3s véribas nodokla apmaksa

e  Swedbank offers opportunity to subscribe for e-billing services online.

KONTU PARSKATS -
Kopsavilkums ,;\\
NS5
Konta izraksts o = . " N
E-rekinu pieteikumi :
MAKSAJUMI 2

Vietéjic maksajumi
Starptautiskie maksajumi Swedbank internethanka ir iespé i sekojodu Uzngmumu rékinu Sanai clcktroniski
Mani defingtie maksajumi

— — g P Latvijas Mobiais Telefons SIA P 645 Latvia B Sampo Life Insurance AAS
Maksdjumu vésture - _ N ’

——— P TELEZ SIA P 343 Cash Services Latvia P Teia Latvia
Automatiska rékinu apmaksa

— = P Swedbank Lizings SIA L 1A P Zemgale R p/u NP
Reguldrais maksijums

— P viasatas B I PEC Insurance AS Latvijas fiidle B oLaTsia
Valiitas maiga
Sa Pilns uznémumu saraksts, kuru e-rékiniem var pieteikties »
KARTES
Manas kartes Piesakoties e-rékiniem Jis thsiet savienots ar Uznémuma autorz&th parstavja kella elekironisko norkinu sistému v w.rekiniIv. ella
E sistEma sirada ka star  uzgEmumiem, kas izraksta réginus par pakalpojumiem un kientiem, kuri Zmanto uzpémumu
Horékinu kartes T T
Kreditkartes
Drosi pirkumi interneta Skinus vairs nesagemsiet papira formata pa pastu. Rekinu slekironiskais forméts
ra bridi.
MOBILA BANKA inus, Jiisu datord [3bit instalEtai Adobe programmai Acrobat Readsr.
Mobila banka - SMS
Priekéapmaksas kartes
Mobila internetbanka Swedbank nositis jisu vardu, uzvardu, personas kodu uz ltella, lai nodrosinatu jisu redistraciiu ltclla sistémas, ka ari lai
nodrodinatu Fiziskas personas datu aizsardzibas likuma prasibas.
E-PAKALPOJUMI
E-pakalpojumi
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Estonian banks

Payment options functionality in Estonian banks

AVERAGE ] 26%
LHV 0%
UniCredit Bank 0%
MARFIN PANK 0%
Parex Pank 0%
DnB NORD Pank I 17 %
Tallinna Aripank I 17 %
Handelsbanken Eesti I 17 %
SEB I 33%
Krediidipank I 33%
Swedbank I 33 %
Nordea 75 %

Sampo pank 92 %
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Higher figures represent better results

Detailed testing results
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Possibility to pay for water + S I e
Possibility to pay for electricity + |- |-+ S
Possibility to pay for heating R S R R IR ) I I I I (i
Possibility to pay for mobile telephone (3 largest providers) B S TR S AR I IR ) R ) B
Possibility to pay for the Internet (at least 3 providers in capital) [ ) N I N I D I
Possibility to pay for cable television (at least 1 cable TV provider in capital) [ R I I T I (R ) I D I
Possibility to transfer money to a pre-paid mobile phone number account (3 largest | O I I R U (A A I
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Direct debit payments are available FO o (R N I ) I R I
Filling a direct debit payment application form online A o (A TR 1 (R i B D IR
A printable direct debit payment application form is available online R I I D ) B ) IR
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Commentary

e The leading bank in offering payment options in Estonia is Sampo Bank with 92% of criteria
fulfilled lacking only printable direct debit application form.

¢  The majority of the banks didn’t have any function to pay most commonly used payments,
like water, electricity, heating etc, directly in the internet banking system.

e Some banks, like Tallinna Aripank, Nordea, Krediidipank had extensive list of possible direct
debit payments available.

e There are 4 banks — LHV, UniCredit Bank, MARFIN PANK, Parex Pank — that didn't fulfil any
of the chosen criteria and score 0%.

e None of the 12 banks pass the criteria of printable direct debit payment application form
available online.

e Marfin Pank and Parex Pank continued not offering payment options. Last year same banks
scored 0% in payment option functionality.
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10.6 Deposits

The Deposits subcategory evaluates the functionality related to opening and managing private client

deposits online.

Lithuanian banks

AVERAGE
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Deposits functionality in Lithuanian banks
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Commentary

e Swedbank and DnB NORD are the best performers in this category as they fulfilled all the
criteria tested.

e All banks have interest rate information in their public website, and almost all of them offer
deposits in local currency. Nordea has an interest calculator within the IBS.

e All banks that offer deposits via IBS offer withdrawal on the system, too.
¢ Nordea has a special “deposit plus” which is no longer available but it is still present in the IBS.
e Handelsbanken has fulfilled the least the criteria, by scoring only 13%.

e Six banks (Ukio Bankas, Danske Bankas, Bankas SNORAS, SEB, Siauliu Bankas, Nordea) are
second-placed and miss only one criterion in order to have full complete deposits functionality.
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Latvian banks

Deposits functionality in Latvian banks

AVERAGE | 76 %
LTB Bank | 25%
SMP Bank | 50 %
GE Money Bank 63 %
Latvijas Pasta Banka 63 %

I

I
Parex Banka I 63 %

|

Svenska Handelsbanken 63 %
Regionala Investiciju Banka 63 %
Latvijas Hipoteku un zemes banka | 75%
Danske Bank | 75%
DnB NORD Banka | 75 %
PrivatBank 88 %
Latvijas Biznesa Banka 88 %
SEB Banka 88 %
Latvijas Krajbanka 88 %
Nordea 88 %

TRASTA komercbanka 88 %
NORVIK BANKA 0 %
Swedbank 0 %
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Commentary

The best performers in this subcategory are Swedbank and NORVIK BANKA, which fulfill all
the criteria. Each allows users to open a deposit in LVL, EUR, and USD through the IBS.

In the best performing banks interest rates are easily accessible and can be determined for
each specific case using a calculator.

The bank that fulfilled the least criteria is LTB Bank by fulfilling only 25% of the criteria.

All banks except LTB Bank offer customers to open accounts in EUR, USD, and LVL via the
IBS.

All banks provide informations about their interest rates (usually the full list is available on the
public website).

Furthermore, all banks confirm that information on accrued interest is present and can be
checked via the IBS (though many, such as Latvijas Krajbanka, SEB, GE Money Bank,
Privatbank, LTB, and SMP emphasize that it is possible only with certain types of deposits).

The least completed criteria fulfilled by banks would be possibility to withdraw a deposit
directly from the IBS most banks require customers to come in person.

One good example is Norvik Banka, which provides a quick prospective interest income when
typing data in the opening form.

Dokuments Nr 2
lzvietoSanas datums 24~ il v 2010 ~ m
Norakstit no konta e — v
Depozita veids Maksimalais - Izvéléties depozitu
Depozita termins 2 gadi v
Summa 1000.00 Ls v
Likme 5.05%
Depozita termiga beigu datums 24.07.2012
Summu un procentus parskaitit uz kontu —_——mm————— v
| Uzkrato procentu summa 10254 Ls 1

Papildus informacija par depozitiem

Informéjam, ka saskana ar LR likumdosanu, Norvik Banka no uzraditas procentu summas ieturés 10% nodokli un iemaksas to Valsts budZeta

Ar Bankas Visparéjiem darijumu noteikumiem iepazinos un tiem piekritu

Ladzu atsdtit man pazinojumu ST depozita termina beigas

Saalabat Parakstit
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Estonian banks

Deposits functionality in Estonian banks

AVERAGE ) 75%
Tallinna Aripank 50 %
Parex Pank 50 %
UniCredit Bank I 63 %
DnB NORD Pank I 63 %
Handelsbanken Eesti I 63 %
LHV I 75 %
MARFIN PANK I 75 %
Sampo pank I 75 %

Nordea

SEB 0 %
Krediidipank 0 %
Swedbank 0 %
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Commentary

The best performers in the deposits category were Swedbank, SEB and Krediidipank, which
fulfilled all the researched criteria.

e The worst performers in the deposits category are Tallina Aripank and Parex Pank, mainly
because their IBS lacks the opportunity to use an interest calculator within IBS and withdraw
a deposit directly from [BS.

e In all the banks it is possible to open a deposit in the local currency and to see the interest
rate information on the IBS.

e Swedbank offers the opportunity to add new accounts in different currencies via the IBS
without going to the bank.
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10.7 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

AVERAGE
Handelsbanken
FINASTA
Medicinos bankas
Ukio Bankas
DnB NORD
Parex bankas
Nordea

Danske Bankas
Siauliu bankas
Swedbank

SEB bankas
Bankas SNORAS

Loans functionality in Lithuanian banks
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Detailed testing results
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Commentary

e Bankas SNORAS provides the most complete information about loans on the Internet.
Besides all the services that are common to the majority of banks, Bankas SNORAS also
allows the user to fill in the mortgage application online.

e  Only SEB offers customers to take out mortgage directly from the IBS.

e Handelsbanken and FINASTA are the only banks that did not fulfil any of the criteria in this
category. Both banks do not have any information about loans and mortgages in either the
public website nor in their respective IBS.

e The majority of banks provide consumer loan interest calculator on their public website;
however, it is not a common practice to have it within the internet banking system.

e In SEB's IBS, clicking on the link to consumer loan calculator redirects user to the list of
documents required to get a consumer loan.

Privatiems klientams Verslo kientams Stambioms verslo imonéms Apie Sl Privatiems klientams Verslo klientams Stambioms verslo imonéms Apie SEI

'3 ‘

Jau Siandien jgyvendinkite savo

Reikalingi dokumentai Vartojimo kreditas
ei pageidaujate gauti bisto arba vartojimo kredita...

Reikalingi &ie JOsy ir sutuoktinio dokumentai:

1. Kredito paraiska;
atnaujinkite biistg, mokékite uz
2. Asmens tapatybés dokumentai — pasai ar asmens tapatybés kortelés: '_‘?Odk_ski' gydym, pirkite tai, ko troksta
Sirdis...

3. valstybinio socialinio draudimo pazymejimai;

kreditai visiems Lietuvos 18 mety
ir gaunantiems nuolatines pajamas.

& Uipildykite elektroning Paskaiciuokite, kok
kredito parai$ka kredita galite gauti

Privalumai
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Latvian banks

AVERAGE

LTB Bank
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PrivatBank
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SMP Bank
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Detailed testing results
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Commentary

e The best performer in this category is SEB. It offers several types of credits, all of which are
described in detail, i.e. interest rates are given, conditions for taking a loan are presented,
and a list of necessary documents is provided. Moreover, the website offers an easy-to-use
loan calculator.

e The worst performers are LTB Bank, Handelsbanken and Latvijas Pasta Banka, which provide
only a minimal amount of information about loans online. Instead the client must visit a bank
branch in person to get full information.

e The most completed criteria are the provision of information about loan conditions and about
documents required to obtain a loan. All banks that offer both consumer loans or mortgage
loans have this information on their websites.

e The least completed criteria is the possibility to take out the loan directly through the IBS and
the availability of a loan calculator in the IBS. SEB is the only bank to have a direct link to it.

¢ Nordea provides the best example of a good scheme of which scenarios may take place
when a customer takes a loan and has listed all the consequences of both outcomes. This
should really motivate users to think carefully before taking a loan and to stick to the terms
and conditions while returning it.
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Estonian banks

Loans functionality in Estonian banks

AVERAGE J 39%
LHV || 0%
UniCredit Bank || 0 %
Parex Pank I 6 %
Handelsbanken Eesti I 12 %
MARFIN PANK I 35 %
Tallinna Aripank I 41 %
Nordea I 47 %
Krediidipank I 59 %
Swedbank I 59 %
Sampo pank I 65 %
SEB 71 %
DnB NORD Pank 76 %
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Commentary

e DnB NORD is the leader in this subcategory by completing the criteria by 76%, but the
second-placed SEB is the only bank that allows user to get a consumer loan or mortgage via
IBS, without visiting a bank office.

e The worst perfomers on loan functionality are LHV and UniCreditBank, which did not fill any
of the researched criteria.

e None of the banks except Sampo Pank provide mortgage interest information.

e 7 out of 12 banks in Estonia offers the possibility to fill a consumer loan application form
online.

e 4 out of 12 banks in Estonia offer cosumer loan interest calculator within the IBS.
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10.8 Leasing

The Leasing subcategory analyzes the functionality related to leasing, such as checking ongoing

leases status or receiving notifications about upcoming payments.

Lithuanian banks

Leasing functionality in Lithuanian banks

AVERAGE I 44 %
Ukio Bankas 0%

Siauliu bankas 0%
Handelsbanken 0%

FINASTA || 0%

Danske Bankas I 33%

Nordea I 33%

Parex bankas I 33%
Medicinos bankas 67 %
SEB bankas 67 %

Swedbank
Bankas SNORAS
DnB NORD
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Commentary

e DnB NORD, Bankas SNORAS and Swedbank are leaders in this subcategory by completing
100% of the criteria. They offer the possibility to view the leasing account online and provide
information about the executed payment by sending an SMS message.

e Ukio Bankas, Siauliu Bankas, Handelsbanken and FINASTA have not developed any leasing
services online.

e 7 banks allow users viewing leasing account online.

e SEB and Medicinos Bankas are placed second in the leasing functionality because their IBS
lacks a notification of approaching leasing payment set-up and the possibility to check the
leasing account online.
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Latvian banks

Leasing functionality in Latvian banks

AVERAGE | 22 %
LTB Bank 0%
Latvijas Biznesa Banka 0%
Latvijas Krajbanka 0%
Latvijas Pasta Banka 0%
TRASTA komerchanka 0%
Latvijas Hipoteku un zemes banka 0%
Parex Banka 0%
Svenska Handelsbanken 0%
Regionala Investiciju Banka 0%
Danske Bank 0 %

PrivatBank | 33%
GE Money Bank | 33%
Nordea | 33 %
DnB NORD Banka | 33%
SMP Bank | 50 %
NORVIK BANKA | 67%

Swedbank 67 %
SEB Banka 00 %
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Higher figures represent better results
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©
4
c
©
o
. A
[
a9 [Rlg 3
> o c = © =
= | © =1 o | ¢ © ©
¢l L2l o | © ~ o
~ S| » 2lo| © c ~
= S ] 2828 5 o | &<
© S| T S| o p4 o vl g
m | c £ © | = 28 ()
vloals =S| |8 8 o|bl|l< © S Ei ~
cle | L{: TlszT|(¥|&2|@ < %} @ | oe | x =
S1Slelelz|2|slElelZslalalals|2| s
tlaltlo|s||2l2|218|212|=l2|C]8|=|8
© =
Gla|d|lg|s|E|S|E|IS|z|z|8|R|[8|o|a|5|&
Checking the leasing account online + |+ - EO I e R I B B B B R
Possibility to set a notification of approaching ] 2 D O I I A B )
leasing payment
Possibility to set a notification of executed leasing N U U (N (N (O I AU (O e I )
payment
Baltic E-Banking Report 2010. Copyright © 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 metasite

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

82



Functionality - Mobile Banking - Clarity — Convenience - Customer Responsiveness - Innovation

Commentary

e The leader in this subcategory is SEB, which fulfills all the criteria by offering the possibility to
view the leasing account online and provides information about the executed payment by
sending an SMS message to its users.

e 10 of 18 banks in Latvia have not developed any leasing services online.

¢ The most completed criterion is the opportunity to check leasing account online. 8 banks are
fulfilling this criterion.

e SEB Banka is the only bank in Latvia offering the possibility to view the leasing account
online.

e Only three banks provide the opportunity to set notifications of approaching leasing
payments, which makes this criterion the least fulfilled.

e The majority of the banks providing leasing services can send bills to the email, which might
serve as notification of approaching leasing payment.

e Swedbank uses its telephone bank system in order to send notification about executed
leasing payments.
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Estonian banks

Leasing functionality in Estonian banks

AVERAGE ) 31%
LHY Jlo%
UniCredit Bank 0%
DnB NORD Pank 0%
MARFIN PANK |l 0%

Parex Pank 0%

Handelsbanken Eesti I 33%

SEB I 33 %

Krediidipank I 33 %
Tallinna Aripank 67 %
Nordea 67 %
Sampo pank 67 %
Swedbank 67 %
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Commentary

Best performers of the subcategory are Tallina Aripank, Swedbank, Nordea and Sampo Bank
as they each fulfill 67% of the criteria.

e LHV, UniCredit Bank, DnB NORD, Marfin Pank and Parex Pank do not offer any leasing
functionality within IBS.

e SEB, Handelsbanken Eesti and Krediidipank offer only allow the user to check the leasing
account online. No functionality options with the leasing account are available.

e Only the best performers offer the possibility to set up notifications of approaching and
executing leasing payments.

e Tallina Aripank misses the standard criterion fulfilled by the majority of banks of the
possibility of checking the leasing account online.
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10.9 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 IBS analyzed. Only security-related user perceptions are analyzed.

Lithuanian banks

Security measures functionality in Lithuanian banks
AVERAGE 85 %
Nordea 67 %
Handelsbanken 75 %
Ukio Bankas 83 %
Medicinos bankas 83 %
SEB bankas 83 %
FINASTA 83 %
DnB NORD 83 %
Swedbank 92 %
Danske Bankas 92 %
Bankas SNORAS 92 %
Siauliu bankas 92 %
Parex bankas 92 %
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Commentary

e  Five banks in Lithuania — Swedbank, Danske Bankas, Bankas SNORAS, Siauliu Bankas and
Parex Bankas — fulfill 92% of the criteria in this subcategory.

e Nordea is the worst performing bank in this subcategory. It is the only bank that does not
require a permanent password to access the IBS and where the same list of codes are used
for both logging in and signing an operation. Moreover, a new set of codes is sent via the
post, which is not considered as safe.

e  Only Swedbank fulfilled all the criteria in this subcategory. It was the only bank that offered
the possibility to set the frequency for mandatory change of permanent password.

e All the password cards are not bigger than an ordinary payment card.
e  Session timeout is present in all Lithuanian banks.
e Three banks do not ask for mandatory password change when logged for the first time.

¢ Handelsbanken and Ukio Bankas do not offer the settings to change IBS transaction limits.

Baltic E-Banking Report 2010. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

87



Functionality - Mobile Banking - Clarity — Convenience - Customer Responsiveness - Innovation

Latvian banks

Security measures functionality in Latvian banks

AVERAGE

SMP Bank
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PrivatBank

Nordea

TRASTA komercbanka
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LTB Bank

Svenska Handelsbanken
GE Money Bank
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Parex Banka

Danske Bank

| 50 %
58 %

] 80%
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Commentary

e The best performer in this subcategory is Swedbank as it fulfilled all the criteria. Swedbank
clearly demonstrates to users its concerns about security by allowing the user to personalize
some security measures (e.g. setting maximum transactions, mandatory password change
date).

e There are 2 fully completed criteria in this subcategory: session timeout and VeriSign
certificates in Latvian banks.

e The worst performer is SMP Bank by fulfilling only 50% of the criteria. SMP does not have
any password card, do not warn users to close the browser after logging out and is
impossible to set a password change frequency.

e  Two banks Latvijas Biznesa Banka and LTB Bank offer special CDs with keys for transactions
instead of key cards, which is less convenient. While this might increase security, it makes the
whole process complicated and user has to carry the CD everywhere to make a transaction.

e  Five banks — SEB Banka, Latvijas KrajBanka, NORVIK BANKA, Latvijas Hipoteku un Zemes

Banka and DnB NORD Banka — are closely following in second place by missing only one
criteria to fulfill all the security measures functionality.

¢ In the majority of the Latvian banks there is a session time out, code-card of an average
payment card size and a permanent password that could be changed.

e All the banks, except for DnB NORD ask users to confirm their transaction with some type of
a password.

e All the banks IBS do have security certificates.

¢ Only a few banks 9 out of 19 warn users to close browser window after logging off from
IBS.
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Estonian banks

Security measures functionality in Estonian banks

AVERAGE 2%
LHV 42 %
UniCredit Bank 50 %
Nordea 50 %
Handelsbanken Eesti 67 %
MARFIN PANK 67 %
DnB NORD Pank 75 %
Krediidipank 75 %
Tallinna Aripank
Parex Pank
SEB
Sampo pank
Swedbank
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Commentary

¢ Swedbank and Sampo Bank fulfilled 92% of the subcategory’s criteria.

e The worst performer is LHV Bank, which fulfills only 42% of the criteria by failing to
recognize the importance of security when it comes to password changing, session time-out
and notifiying the users to close the browser.

e All banks had VeriSign certificates and offer password cards that are not larger than the size
of an ordinary payment card.

e 9 of 12 banks in Estonia require confirmation code when executing money transfer inside the
IBS.

e All of banks excep LHV have automatic session timeouts when IBS is inactive for a period of
time.

¢ Swedbank’s IBS warns the customer 5 minutes before automatic log off.

e The least fulfilled criterion is setting IBS transaction limits, only Sampo Pank and
Krediidipank's IBS have it.

e Some banks' IBS did not leave any note for customers that the session had timed out, nor
explained why customer needs to log in again.

e Although Unicredit doesn’t have a permanent password, it is still possible to change it.
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10.10 Languages

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

Lithuanian banks

Languages functionality in Lithuanian banks

AVERAGE 84 %
Nordea
Handelsbanken
DnB NORD
Medicinos bankas
Swedbank 88 %
Danske Bankas 88 %
SEB bankas 88 %
Siauliu bankas 88 %

Ukio Bankas 0 %
Bankas SNORAS 0 %
FINASTA 0 %

Parex bankas 0 %
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Higher figures represent better results
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Commentary

e Bankas SNORAS, Ukio Bankas, FINASTA and Parex Bankas fulfilled all the criteria in this
subcategory.

e Danske Bankas and Siauliu Bankas only lacked a Russian language public website, otherwise
they would earn maximum amount of scores as they complete 88% of the other criteria.

¢ Nordea, Handelsbanken and DnB NORD are worst performing banks in this category, as they
lack a Russian language IBS interface.
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¢ All banks have both IBS and public website in Lithuanian and English languages. Moreover
every bank displayed Lithuanian special characters correctly.
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Latvian banks

Languages measures functionality in Latvian banks

AVERAGE 96 %
Latvijas Krajbanka 5%
Parex Banka 88 %
Svenska Handelsbanken 88 %
Danske Bank 88 %

SMP Bank 0 %
LTB Bank 0 %
PrivatBank 0 %
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Commentary

The majority of Latvian banks have Latvian, English, and Russian versions of their public sites
and IBS.

e 14 banks in Latvia score excellent in this subcategory by 100%.

e Parex Banka, Handelsbanken are Danske Banka are in second place because each misses only
one criteria. Danske Banka does not have Russian IBS interface, Handelsbanken does not
have Russian public website and Parex Banka not having English public website

e The banks leading this category have an IBS that supports all languages that display correctly
without any encoding problems.
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Estonian banks

AVERAGE
UniCredit Bank

Handelsbanken Eesti

Languages functionality in Estonian banks
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Commentary

e All of the Estonian banks provide public websites in Estonian, English and Russian, except for
Svenska Handelsbanken and UniCredit Bank which have no Russian website.

e All of the banks in Estonia have their IBS in Estonian, English and Russian, except for SEB,
Handelsbanken and UniCredit Bank, which have no Russian language option.

e Since the previous year Marfin Pank have implemented the Russian IBS interface but have
some encoding difficulties when displaying Cyrillic characters.

e The worst performer is UniCredit Bank by scoring only 50% of the criteria.
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10.11 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

Help system functionality in Lithuanian banks
AVERAGE ] 68%
Handelsbanken I 20 %
FINASTA | 30 %
Medicinos bankas I 40 %
DnB NORD I 60 %
Ukio Bankas I 70 %
Parex bankas I 78 %
Swedbank I 80 %
Danske Bankas I 80 %
Nordea I 80 %
SEB bankas 90 %
Siauliu bankas 90 %
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Commentary

The best performer in this subcategory is Bankas SNORAS, fulfilling 100% of the criteria,
followed by SEB Bankas and Siauliu who miss only one criterion each.

e  The worst performer is Handelsbanken who managed to score just 20% or pass 2 criteria out
of 10.

¢  All banks except DnB NORD have sources of error explained after illegal operations.

e The majority of banks have a glossary and FAQ provided, but only half of the banks offer
printable user manual of the IBS.

e 7 of 12 banks have an animated or illustrated tutorial of IBS in the public website.

e Danske Bankas has an animated tutorial for beginners.

Kaip prisijungti prie Danske

Danske

Temos Pastabos Paieska

» Skaidré 1 00:07
3 Skaidre 2 01:18
Skaidré 3 00:38
Skaidre 4 00:15
Skaidre 5 00:11
Skaidré 6 00:53
Skaidré 7 00:12
Skaidre 8 00:13
Kaip prisijungti prie Danske EsELLe]
n M | Skaidré 1/ 8 | Grojama . 00:03/00:07 € 2=
e  The majority of banks provide a well-developed FAQ section
e Most of the banks have a context-sensitive help system.
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Latvian banks

Help system functionality in Latvian banks
AVERAGE ] 58%
Latvijas Pasta Banka | 10 %
Regionala Investiciju Banka | 30 %
Svenska Handelsbanken | 40 %
Danske Bank | 40 %
DnB NORD Banka | 40 %
SMP Bank | 50%
LTB Bank | 50%
TRASTA komercbhanka | 50 %
Nordea | 60 %
Swedbank | 60%
PrivatBank | 70 %
Latvijas Biznesa Banka | 70 %
NORVIK BANKA | 70%
Parex Banka | 70 %
GE Money Bank 80 %
Latvijas Krajbanka 80 %
Latvijas Hipoteku un zemes banka 80 %
SEB Banka [LU ) 90%
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Page-level context sensitive help available + 1+ |+ EO 0 I R R e IR 2 B R B 2 +
Glossary is provided SO IR R S R B e I + - |+ -+ -
FAQs are provided + - |- + | - T O I S I A () B
An example of the account opening form provided | | .| | .| [ o [al el ol ol clelolal o] +
on the Internet
Animated or illustrated tutorial of IBS is provided [ U N N (R N AU (O I B A ) B
in the public website
z:;\rgﬁilggcontents provided on one page for easy J Y PR N U R (N (U (O N () I ) B
An online form available for writing questions [P U N N A I (O AN i U N (O (O
directly from the public website
AII_owswriting to customer care directly from IBS bl el s el s lalalalalalslalslalel +
(without email)
Possible sources of errors explained after illegal clael sl o lalalal o lalalalalalalsalsl +
operations
Printable user manual of the IBS provided R0 R R I (N R O N - BN 2 I (R B (R B B
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Commentary

e SEB is the best performing Latvian bank in this subcategory. It provides all the neccesary help
features except for full help contents provided on one page for easy searching.

e SEB help question interface is very convenient to use both on the public website and inside
the IBS. When a question is input, tools such as a page-level context help menu, glossary, and
a FAQ list are available. In addition, it is easy to get in touch with the bank, both via the
public website and the IBS.

e Latvijas Biznesa Banka, Latvijas Krajbanka and SEB provide both a video tutorial and a PDF
manual for its IBS.

e The worst performer in the Help category is Latvijas Pasta Banka. The bank completed only 1
out of 10 criteria, which is possibility to write to customer care directly through the IBS.
Latvijas Pasta Banka does not have help section in IBS, a glossary or a FAQ section. The bank
does not allow writing to customer care from the public website, does not have example of
the account opening form and does not provide illustrated tutorial of the IBS.

e The two most completed criteria are the possibility to write to customer care directly from
the IBS and explanation of possible sources of errors

e Nordea offers a great interactive tutorial for beginners on its website where users can find
out more by moving the mouse over the topic and get to know what is located there.

E-pakalpojumi

ordea - etha - Balgt darbu
‘_.‘ & Sakums [ﬁ.—nﬂj‘ Maksajum | Noguldiumi l Almémum| | E-pakalpojum| [ Pietalloum| | % palios | Sacakste | Uzstadiium | Drukat
lekszemes maksdjums | Laipni logti, KARLIS ABELE
Maksajums starp saviem aizmantoto kodu skaits kodu kartd: 100
kontiem
Valotas maksajums
Konti
Xontu izraksti b Neradit
Ke ervéts Pédéjais
ne darijums
& Lai uzzinatu par jaunas Nordea Internetbankas oo+
& piedavatajam iesp&jam, lidzu, 000+ 20.08.2007
i klikskiniet uz izvélném. 0,00+ 30.08.2007
Ly 0,00+ 30.08.2007
Uzkrajumi Neradit
Noguldijuma konts Summa  Procentu lkme Beigu datums
& MM0724200001 VL 1 000,00 6,00% 01.09.2008
Alzpémumi Neradit
Liguma numurs Atlikums Nikamais ksdj Atmak dat |
2006-3105-HK EUR 53 620.82- 202,02+ 30.09.2007

e  SEB provides video tutorials.

Ibankas video pamicibas

Ibankas video pamicibas m——— Ibankas video pamicibas m————

Vienkarsi lietot w Vienkarsi lietot w Vienkaréi lietot w

s [ o [ ] = L L

Ki piesiégties lespéjas K3 piesiégties lespéjas K3 piesiégties lespéjas
Ibankai? Ibankai? Ibanka Ibankai? Ibanka
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Estonian banks

Help system functionality in Estonian banks
AVERAGE ) 48%
LHV 20%
UniCredit Bank 20 %
Tallinna Aripank I 30 %
Handelsbanken Eesti I 40 %
MARFIN PANK l 40 %
DnB NORD Pank I 50 %
Parex Pank I 50 %
SEB I 50 %
Krediidipank I 60 %
Sampo pank 70 %
Swedbank 70 %
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100 %

Higher figures represent better results

Detailed testing results
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Commentary

e Nordea is the leader in Estonia in the Help system subcategory scoring 80%, followed by
Sampo Pank and Swedbank.

e Only top leader banks in this subcategory have animated or illustrated tutorials of IBS
provided in public websites.

e  Only Nordea fulfills the criteria of having printable user manual of IBS available.

¢ None of the banks have an example of an account opening form provided on the Internet.
e All the banks exept LHV have possible sources of errors explained after illegal operations.
e 9 o0of 12 banks allow direct e-mailing from the IBS.

e  Worst performers in this subcategory are LHV and UniCredit Bank fulfilling only 20% of the
criteria or scoring 2 out of 10 each.

e Most of the banks explained possible sources of errors clearly after illegal operations and
offered the possibility to send a message to customer care from the IBS and public website.
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10.12 Investment services

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

Lithuanian banks

Investment services functionality in Lithuanian banks

AVERAGE 1 30%

Medicinos bankas 0%
Siauliu bankas || 0 %
Handelsbanken 0%
Nordea I 6 %
Ukio Bankas I 17 %
Parex bankas I 17 %
FINASTA I 28%
Danske Bankas I 33%
Bankas SNORAS I 39 %
DnB NORD I 61 %
SEB bankas 72 %
Swedbank 89 %
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Higher figures represent better results

Detailed testing results

G
2 ~
c %)
I g |2(8|5
© = | nw|lO|c|® I
o < ClaglZz|c|lu|lx|L
< | < Q © | mflo|c |
© | < |®» Q||
Ola |k |2 | © Slalo|lE |88
Zlx|wv % VI3 |la|B| || |®
ol |Bl3|a|E|E]B|2]S
©
HEEHEEEIREIEEH R EE
Enabling the financial services from the IBS Ea N IS R I I O S +| -
Filling-in the form and submitting online to the bank + B O e
A printable form is available online B R ) R o A I +| -
Checking the financial services account online EON I I ) O ) A O I +| +
Investment funds trading is available L 10 IS () I i I I IR B B B
Stocks trading is available +l+ |+ - |- - +]+]+]- +| +
Bonds trading is available N I I R ) i R R )
Forex trading is available FON R I D D I e I |-
Making a pension fund agreement online FUN P I I S ) I B ) B
Filling-in the pension fund form and submitting online to the bank EO P R B R R e +| -
A printable pension fund form is available online EONN D I ) S ) (R B +| -
Checking the pension fund balance online Ea N IS ) I A I IS ) B
Possibility to switch to another pension plan at the particular bank Ea I I ) U e I B I e
Making a life insurance agreement online O R T = I e O R B B e
Filling-in the life insurance form and submitting online to the bank O R T = I e O R B B e
A printable life insurance form is available online N I I I I e (R |-
Checking the life insurance balance online N R T ) I I O R B e
Possibility to change life insurance’s investment priorities from 1BS O R T R R e R R B B I
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Commentary

e  The best performer in this subcategory is Swedbank, missing only 2 criteria out of 18 — Forex
trading and printable life insurance form available online.

e Comparing to the previous year, Swedbank improved the investment service functionalities
significantly and became the leader of the group in Lithuania.

¢ Medicinos Bankas, Siauliu Bankas and Handelsbanken do not offer any investment services
online. Nordea has very limited investment functionality in the IBS.

¢ DnB NORD is the only bank that has Forex trading available in their IBS.

e  Majority of the banks let the users check the financial services account online.

e  Only SEB Bankas and Swedbank have life insurance and pension funds management online.
e None of the banks have printable life insurance forms available online.

e Majority of banks allow stock trading in their IBS.

e  Only two banks, DnB NORD and Swedbank, allow the creation of a pension fund agreement
within the IBS.
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Latvian banks

Investment services systemfunctionality in Latvian banks

AVERAGE ) 32%
LTB Bank 0%
Latvijas Biznesa Banka 0%
Latvijas Pasta Banka 0%
Svenska Handelsbanken 0 %
PrivatBank 6 %
Danske Bank 6 %
TRASTA komercbanka | 22%
Latvijas Hipoteku un zemes banka | 22 %
GE Money Bank | 28 %
Regionala Investiciju Banka | 39 %
SMP Bank |
Nordea | 50 %
Parex Banka |
DnB NORD Banka |
Latvijas Krajbanka | 56 %
NORVIK BANKA | 61%

SEB Banka 72 %
Swedbank 78 %
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Higher figures represent better results
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Commentary

e The best performer in this subcategory is Swedbank, which offers a variety of investment
products, followed closely by SEB.

e Only the leader of this group, Swedbank, offers the possibility to change life insurance
investment priorities, create a life insurance agreement and check the pension fund balance
within the IBS.

e LTB Bank, Latvijas Biznesa Banka, Latvijas Pasta Banka and Handelsbanken do not offer any
investment services in the IBS, while PrivatBank and Danske Bank offers very limited
functionality.

e From 18 banks, only 4 of them (Swedbank, SEB Banka, NORVIK BANKA, Regionala Investiciju
Banka) provided opportunity to enable financial services online.

e More than half of the banks allow the user to check financial services accounts in the IBS.

e 14 of 18 banks could not fulfill the criteria by more than 50% in investment services
functionality.

e  PrivatBank and Danske Banka fulfil only one criteria out of 18 in this subcategory.

e The majority of banks that offered pension funds allow the user to switch to another plan
through the IBS (or at least to send an application through the IBS.

¢ Swedbank is only bank that allows the user to make a life insurance agreement online.

ENG | RUS | Lapas karte | Uzstadijumi lziet
oy Sakumlapa Konti, maksajumi, Kredti, lizings, Uzkrajumi, pensija, Apdrosinasana
Swedbank Kartes tes i i
DZIVIBAS APDROSINASANA > Apdrosinasana gimenes atbalstam Drukat Mekigt @

Apdro3inasana gimenes atbalstam "3

Apd a

t jaunu ligumu

Kreditnéméja dzivibas
apdro$inasana
CELOJUMA APDROSINASANA

Mani ligumi
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Estonian banks

Investment services functionality in Estonian banks

AVERAGE ) 27%
UniCredit Bank || 0 %

DnB NORD Pank 0%
Tallinna Aripank 0%
Handelsbanken Eesti 0%
Parex Pank || 0 %

MARFIN PANK I 28 %
Nordea I 28 %
Krediidipank I 28 %
LHV 56 %
SEB 61 %
Sampo pank 61 %
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Higher figures represent better results
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Commentary

e The best performer in Estonia in the investment services subcategory is Swedbank, scoring 12
out of 18 criteria, closely followed by SEB and Sampo Pank. Each offers checking financial
services and making pension funds agreement online. Also it is possible to trade stocks,
bonds and investment funds online.

e SEB, Swedbank and Sampo Pank are one of the few banks where it is possible to enable
financial services, filling in the securities account form and submitting it online to the bank.

e The worst performers in the investment category are Parex Pank, Handelsbanken Eesti,
Tallinna Aripank, DnB Nord and UniCredit Bank which do not offer any investment services.

¢ None of the researched banks have a printable securities account application form, pension
fund application form or life insurance application form available online.

e All banks in Estonia lack the opportunity of making a life insurance agreement online. It was
also not possible to change life insurance investment priorities from the IBS in any of the
researched banks.
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10.13 Payment cards

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

Lithuanian banks

Payment cards functionality in Lithuanian banks

AVERAGE 67 %

Medicinos bankas

FINASTA
Handelsbanken
Ukio Bankas | 64%
Danske Bankas 82 %
Bankas SNORAS 82 %
SEB bankas 82 %

Siauliu bankas
Parex bankas
DnB NORD
Swedbank

Nordea
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Commentary

e The leaders in this subcategory are Swedbank and Nordea as each fulfilled all criteria by
100%.

e  FINASTA and Medicinos Bankas do not offer payment cards to their customers.

¢  Only five banks — Swedbank, Bankas SNORAS, Danske Bankas and Nordea — allow users to
change the status of the card from the IBS.

e In most of the banks it is possible to order a payment card from the IBS

¢ Many banks allow the user to check payment card status online except FINASTA, Medicinos
Bankas, Handelsbanken and Ukio Bankas.

e Only a few banks allow the user to apply for credit allowance from the IBS.

e Most banks show payment card usage fees online and allow the user to check the card
validity date online.
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Latvian banks

Payment cards functionality in Latvian banks

AVERAGE
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Commentary

Clear leaders in this subcategory are Nordea and NORVIK BANKA, as each fulfills all of the
criteria.

e 7 out of 18 banks in Latvia provide the possibility to order the payment card through the IBS.

e  The most fulfilled criteria is the display of the payment card’s number in the IBS and possibilty
to see card’s credit situation via the IBS.

e  The worst performer is Svenska Handelsbanken, which fulfills only 1 criterion out of 11 and
scores the lowest percentage in this subcategory. The bank does not provide any information
about payment cards on the public web page or the IBS. The only criterion completed by the
bank is presence of card number and CVC code in IBS.

e  Only 5 banks allow applying for credit allowances via IBS, which makes it the least completed
criteria.

e  The leader NORVIK BANKA has very simple and connvenient section for card management.
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Estonian banks

Payment cards functionality in Estonian banks

AVERAGE 52 %
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Commentary

e The best performers in the payment cards category are Nordea and Sampo.

e The leaders in this group have not only satisfied most of the researched criteria, 91%, but
they also stand out in terms of convenience and simplicity of finding the answers.

e Finding a payment card application form and submitting it online to the bank, checking
payment card’s status and validity date online is fulfilled by majority of top banks.

e The worst performers in the payment cards category are LHV, DnB Nord and UniCredit Bank.
Their IBS does not feature with anything related to the payment cards yet.

e The most fulfilled criteria is provision of payment card’s number in the IBS.

e The least fulfilled criterion is the possibility to check the status of the card online as only
Sampo Pank, Krediidipank and Nordea have it.
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10.14 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

Insurance services functionality in Lithuanian banks

AVERAGE l 19%

Ukio Bankas 0%
Medicinos bankas 0%
Danske Bankas 0%
Siauliu bankas 0%
Nordea | 0%
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Swedbank I 33%
Bankas SNORAS I 33%
SEB bankas 67 %
DnB NORD 89 %
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Commentary

e The best performer in this subcategory is DnB NORD fulfilling all criteria, lacking only the
possiblity to check the CASCO insurance contracts online.

e SEB Bankas, is second placed with 67% of fulfilled criteria.

e Only four Lithuanian banks (SEB Bankas, Bankas SNORAS, DnB Nord, Swedbank) offer
insurance services to their clients by allowing the ordering of insurance services and
automatically generated payments in the IBS.

e 8 banks in Lithuania do not provide insurance services, including Ukio Bankas, Medicinos
Bankas, Danske Bankas, Siauliu Bankas, Nordea, Handelsbanken, FINASTA and Parex Bankas.
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Latvian banks

Insurance sevices functionality in Latvian banks
AVERAGE l 12 %
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Commentary

e The best performer on Insurance services subcategory is SEB Banka, fulfilling 67% the criteria,
followed by Swedbank with 57% score.

e 13 out of 18 banks in Latvia do not offer insurance services in the IBS.

e The most completed criteria are the possibility to submit CASCO application and travel
insurance application online, order travel insurance through IBS and view travel insurance
contract in IBS.

e Among these criteria are all driver’s liability insurance criteria, as well as possibility to order
CASCO insurance through IBS or check CASCO insurance contract through IBS.

e Latvian banks are not eager to add insurance services to their products. Car insurance
services are provided only in case client leases the car from particular bank. However, some
banks do collaborate with insurance agencies and allow signing insurance agreement in one
of the branches. This is done for customer convenience and companies operate as separate
entities.

e Swedbank provides easy and clear comparison between 2 CASCO insurance variants.
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Estonian banks

Insurance sevices functionality in Estonian banks
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Commentary

e Swedbank is a clear leader of this category by fulfilling all criteria, lacking only the possibility

to order CASCO insurance from IBS.

e With Swedbank it is possible to order driver’s liability insurance and travel insurance from the
IBS; submit the driver’s liability insurance, CASCO insurance and travel insurance application
online and check the driver's liability insurance, CASCO insurance and travel insurance

contracts online.

e The worst performers in the insurance category are Sampo Pank, Krediidipank, Parex Pank,
Handelsbanken Eesti, Tallinna ripank, DnB NORD Pank, UniCredit Bank and LHV. They didn’t

fulfill any of the researched criteria.

® Nordea, MARFIN PANK and Swedbank bundles travel insurance only together with a certain

credit card.
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10.15 Other services

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

Lithuanian banks

Other services functionality in Lithuanian banks

AVERAGE 80 %
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Commentary

The best performers in this subcategory are SEB Bankas, Parex Bankas and DnB NORD, which
fulfilled all the criteria.

e The worst performers in this category are Medicinos Bank and Handelsbanken. These banks
did not fulfill three criteria out of seven: Clients agreement with a bank is not accessible
online, information about ATM is not available online as they don't have ATM machines nor
payment cards and they do not provide historical currency rates.

e All banks provide SWIFT codes and have official currency conversion rates accessible online.

e  Only Bankas SNORAS, Parex Bankas, DnB Nord and SEB Bankas have the details of client’s
agreements available online.
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Latvian banks

Other sevices functionality in Latvian banks

AVERAGE ) 68 %
Svenska Handelsbanken | 14 %
SMP Bank 50 %
PrivatBank 57 %
GE Money Bank 57 %
Nordea 57 %
Parex Banka 57 %
LTB Bank 71 %
Latvijas Biznesa Banka 1%
SEB Banka 1%
Latvijas Pasta Banka 1%
TRASTA komercbanka | 71%
Latvijas Hipoteku un zemes banka | 1%
Regionala Investiciju Banka 71 %
Swedbank 71 %
Latvijas Krajbanka 86 %
NORVIK BANKA 86 %
Danske Bank 86 %
DnB NORD Banka 86 %
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Commentary

e Leaders in this subcategory are Norvik Banka, Latvijas Krajbanka, Danske Banka and DnB
NORD Banka, which fulfilled 86% of the criteria lacking only client’s agreements with banks
accessible online.

e All the banks except Svenska Handelsbanken present bank news feed in the public website
and banks currency conversion rate online.

e  Only Danske Banka provides client’s agreements with bank online.
¢ All banks except Svenska Handelsbanken provide currency conversion rates online.

e The worst performer is Svenska Handelsbanken fulfilling only one criterion out of seven and
scoring 14%. No information about currency conversion rates, ATMs, client’s contract, or
latest news is provided.Convenient and easy-to-use currency exchange rates list from Latvija
Krajbanka.

Currency Exchange Rates

Cash Transfer Payments Latvian Central Bank
Exchange rates for 2010-07-320

L EUR uso
1 LVL exchange rate for 1 foreign currency  Currency exchange rate for 1 Currency exchange rate for 1 USD, if not othervise
unit EUR indicated
Code Currency Buy Sell Buy Sell Buy Sell
USD | US dollar 0.5352 0.5502 1.2777 1.3359 0.0000 0.0000
EUR | Euro 0.703 0.715 0.0000 0.0000 1.2777 == 1.3359 *==
GBP | British pound 0.8364 0.8584 0.819 0.8549 1.5202 ** 1.6039 **
AUD | Australian dollar 0.4793% 0.455% 1.4176 1.4899 0.8722 == 0.9266 ==
SEK | Swedish krona 0.073 0.077 9.1299 9.7945 6.9506 7.537
CAD | Canadian dollar 0.5169 0.5309 1.3242 1.3832 1.0081 1.0644
CHF | Swiss franc 0.5118 0.5218 1.3219 1.297 1.0064 1.075
DKK | Danish krone 0.0932 0.0982 7.1583 7.6717 5.4501 5.9034
EEK | Estonian kroon 0.0443 0.0468 15.0214 16.14 11.4359 12.4199
NOK | Morwegian krone 0.0865 0.091 7.7253 8.2659 5.8813 6.3607
JPY | Japanese yen 0.006177 0.006377 110.2399 115.752 B83.9266 89.0724
LTL | Lithuanian litas 0.2013 0.2093 3.3588 3.5519 2.5571 2.7332

¢ On the public webpage of Danske Banka user can not only view historical currency rates on
particular date, but also graphically display fluctuation of currency rates during particular
period.
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Estonian banks

Other sevices functionality in Estonian banks

AVERAGE | 61%
UniCredit Bank 29 %
Handelsbanken Eesti 29 %

Parex Pank I 43 %
LHV 57 %
57 %
Nordea 57 %
Krediidipank 57 %
DnB NORD Pank I 71 %
MARFIN PANK l 71 %
SEB I 71 %
Swedbank 86 %

Tallinna Aripank

Sampo pank 0 %
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Higher figures represent better results

Detailed testing results
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Client's agreements with bank accessible online + PO I ) B
Bank SWIFT code provided in the website (within one click from homepage) |+ + + +l+ |+ |+
Information about cash dispensers’ (ATMs’) location available PO S B O A R I I I -
Bank’s currency conversion rates accessible online + |+ ||+ [+ ++]+]+
Official currency conversion rates accessible online RO S (A S (R R B R I e I
Historical currency rates provided K = S 0 B s A (R () [ (S
Bank news feed is present on the public website EO N IO S I S I A S (R 'S
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Commentary
e Sampo Pank is the best performer in this subcategory scoring maximum points, followed by

Swedbank, which fulfilled 6 out of 7 criteria. The only criterion not completed at Swedbank is
seeing client’s all signed agreements with bank online.

e The worst performers of the category are Handelsbanken Eesti and UniCredit Bank. Both
completed only 2 out of 7 criteria. UniCredit Bank has its currency conversion rates accessible
online, Handelsbanken Eesti shows its recent news on the public website and both have their
SWIFT codes provided in the website.

e  Only Sampo Pank has the client’s agreements with the bank accessible online. Other banks
do not have this functionality which makes this the least fulfilled criterion in this subcategory.

¢ All banks except Handelsbanken have their currency conversion rate accessible online.
¢  Only UniCredit Bank does not have a news feed on their public website.

e Only 3 banks, Swedbank, Sampo pank and Marvin Bank, have historical currency exchange
rates provided.

e  All banks have a SWIFT code provided in their websites.

e Krediidpank, Parex Pank, Handelsbanken and Tallinna Aripank have their own debit cards but
do not provide any information about which ATMs to use or where to find them.
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11. Mobile banking

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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

Structure

WAP / SMS Mobile banking subcategories

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

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

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

Transactions subcategory evaluates transactions that can be executed through WAP mobile banking.
Notifications subcategory evaluates notifications that can be sent through SMS mobile banking.

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

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

WAP banking assumptions

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 the small capacity of information it can
provide on the mobile phone screen, making data input inconvenient. Accordingly we think that WAP
services should be biased in favor of functionality and restrain from overloading the user with
unnecessary information.

Also we assume that WAP services will be used mainly in two situations. Firstly, when there is an
urgent need and no other means of banking are available and the secondly 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 assumptions

SMS mobile banking is technically much more constrained. SMS limitations include: communication
lag, limited security options and 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.

Baltic E-Banking Report 2010. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

127



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

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.

Mobile browsing assumptions

Mini Opera mobile browser was selected for compatibility testing as one the leaders in mobile
browsers area, available to majority of mobile phone users.

iPhone was selected as a device with swiftly increasing popularity, especially among the premium users
segment, so therefore tests were conducted using iPhone’s native Safari browser.
Testing process

Two mobile communication channels - WAP and SMS were tested according to the different set of
criteria. An attempt to login and execute a domestic transaction was made through Mini Opera and
iPhone Safari mobile browsers. Also availability of special website for mobile browsing / native iPhone

application was investigated through banks public website, phone support, Apple store.

Presentation of results

The results of Mobile banking tests are displayed as a percentage of the criterion that a certain bank

meets in every subcategory and overall in the Mobile banking category.
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11.1 Overall results of mobile banking test

Lithuanian banks

Overall mobile bankingin Lithuania

AVERAGE
Handelsbanken
Ukio Bankas
Siauliu Bankas
FINASTA
Nordea

Bankas SNORAS
Medicinos bankas
Swedbank
Danske Bankas
DnB NORD

] 28%
| 9%
| 9%
| 9%
| 9%
! 26%
| 30%
| 330%
| 37%
| 389
| 40%

PAREXBANKAS
SEB bankas

0%

44%
54%
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80% 90% 100%

Latvian banks

Higher figures represent better results

AVERAGE

Danske Banka

LTB Bank

SMP Bank
SvenskaHandelsbanken
DnB NORD Banka

Latvijas Hipoteku un zemes banka
Latvijas PastaBanka
PrivatBank

Nordea
Regionalalnvesticiju Banka
GEMoney Bank

Parex Banka

TRASTA komercbanka
Latvijas BiznesaBanka

SEB Banka

Latvijas Krajbanka
Swedbank

NORVIK BANKA

Overall mobile banking results for Latvian banks

| 21%
| 3%
| 9%
| 9%
| 9%
| 14%
| 15%
| 15%
| 17%
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| 26%
| 28%
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Estonian banks

AVERAGE

LHV Pank

DnB NORD Pank
UniCredit Bank
MARFIN PANK EESTIAS
Handelsbanken
Parex Pank
TallinnaAripank
Sampo Pank
Nordea
Swedbank
Krediidipank

SEB

Overall mobile banking results for Estonian banks
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11.2 WAP banking functionality results

Lithuanian banks

WAP banking functionality in Lithuania

AVERAGE I 9%

Handelsbanken || 0%
Ukio Bankas [ 0%
Siauliu Bankas [ 0%
FINASTA || 0%

Bankas SNORAS || 0%
Medicinos bankas 0%
Swedbank || 0%
Danske Bankas || 0%
DnB NORD 0%
PAREXBANKAS || 0%

Nordea 49%
SEB bankas 61%

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

Higher figures represent better results
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Detailed testing results

Criteria

Swedbank

Bankas SNORAS

DnB NORD
SEB bankas

Medicinos bankas

F INASTA

PAREX BANKAS

Danske Bankas

Siauliu Bankas
Ukio Bankas

Handelsbanken

Nordea

Subscription & Service Management

WAP service is activated by default

B

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

e Only SEB and Nordea offer WAP services to its clients.

e  Only SEB allows making payments for utility services using WAP connection; however the list
of utilities is rather limited.

e Two banks offer the possibility to transfer money between user's accounts, access to
transaction history and make local payments.

¢ None of the banks offer the possibility to block or unblock the payment card as well
changing daily transaction limits.

¢ Nordea's WAP functionality is similar to that of SMS banking.

B M@ 15:19

[@ 8 https://netbank.no... | K

P, a
Atsijungti

Griti j virsy

Copyright 2010 Nordea
27.08.2010 15:19:56
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Latvian banks

WAP banking results for Latvian banks

AVERAGE I_I 5%
Danske Banka || 0%
LTB Bank || 0%
SMP Bank 0%
SvenskaHandelsbanken | 0%
DnB NORD Banka || 0%
Latvijas Hipoteku un zemes banka || 0%
Latvijas PastaBanka || 0%
PrivatBank || 0%
Regionalalnvesticiju Banka | 0%
GEMoney Bank || 0%
Parex Banka || 0%
TRASTA komercbanka | 0%
SEB Banka | 0%
Latvijas Krajbanka || 0%
Swedbank || 0%
NORVIK BANKA | 0%

Nordea Iﬂ%
Latvijas BiznesaBanka | 44%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
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 T -T-T-T-T-T-T-T-T-T-T+«T-T7T-T-T-T+7]-
It is possible to activate WAP service by visiting | | | | [ | _ o L] B
branch
It is possible to activate WAPservice fromBS [ - | - [-[-[-[-[-[-[-[-[-1-T-1-1-1-1-1-
It is possible to deactivate WAP service from
IBS NN
Printable version of agreement is available on
the public website 0 R e e Y (I B
Service is available to clients of all mobile R
operators in a country
Service fee information available onthe public | | | | [ [ _[_ | [_ 1 [ 1.0 1. 1.1_].
website
Information
Current account balance information - T-T-T-T-T-T-T-T-T-T+«T-T7-T-T-T+1-
It is possible to see an account number - - - === -T-1+1-1-1-1-1T+]-
Transaction history available o - - =T -T-T-T-1+1-1-T-1T-1T+1-
Currency exchange rates are available - - - -1+ -1-T-1-1T-1-
It is possible to see information from the stock
exchange EO I D I = TR N ) I i (R [ I B )
It is possible to find the locations of ATMs or R
bank branches
Transactions
Transfer money between user’s accounts e
It is possible to make a local money transfer - - - - -1 -1-1-T-1-T+7-
It is possible to make a delayed local money IR
transfer
It is possible to make an international transfer - -t -T-0-1-1-1-1-1-1-1-1-1+1-
It is possible to make a delayed international IR
transfer
It is possible to create a local money transfer Tttt .1
template
It is possible to create an international money P o o ettt o]
transfer template
Setting automatic payments -1 -T-1-1-1-1-1-1-1-1-T7T-1-7-1-"7-1-
Pre-defined payment triggering B - - - - - - - -
It is possible to cancel money transfer B - - - - - - - -
Currency conversion is available - -T--T--T-=1T-1T-1-1-1-7T-1-1-7-
Utility payments (water) - -0 -T-0-1-1-1-1-1-01-1-1-1-1-
Utility payments (heating) B - - - - - - - -
Utility payments (electricity) B - - - - - - e - - -
Mobile phone service payment (2 largest providers)] = | - | = [ - | = [ - | = |- | =1 -[=1-[-|-1-|-1-1|-
Pre-paid mobile account refill (2 largest provides) | = | - [ = [ -[-{-|-|-|-J-[-|-|-|-[-[-[-1-
It is possible to buy and sell stocks B - - - - - - - - -
Help system
Service description available on the public RN
website
Printable version of service description is
available on the public website [ I (A A I i B e
List of frequently asked questions available on
the public website [ I (A A I i B e
Security measures
Security measures of service described on the oo oo oo oo oo ool el
public website
Session time out is present A S D I ) ) e B
Necessity to authorize with custom password 3 - - - - - - - -
Necessity to enter code from code card/generator B
to execute any transaction
Access to account is blocked after entering DR
incorrect login data for five or less times
Security measures
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WAP login data is the same as for e-banking BT,

It is possible to change user login data - -T-0-1-1-1-1-T-17-1T-1-1T-1-1-71-

Changing daily transaction limits ST -T=0-T-1-1T-1T-1T=-1T-T=-1-T-1-1-7-

It is possible to block a payment card - T-1-1-1-1-1-1-1-1-1+7-1-7-1-7-1-

It is possible to unblock a payment card - - - - - -1 -T-1-1-7-
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Commentary

e  Only two banks offer WAP solutions in Latvia with Nordea and Latvijas Biznesa Banka scoring
similar percentage in this subcategory.

e Nordea's WAP banking system is smaller version of regular IBS where the customer can make
local and international money transfers both instant and delayed ones.

e Nordea WAP banking system has the same security as the IBS with a session timeout and
requirements to log in with code from code-card.

e Latvijas Biznesa Banka WAP banking system is an addition to both public website and the IBS.
The customer can quickly check currency features, it is possible to block one’s payment card
and trigger pre-defined payments from IBS.

e Both Nordea and Latvijas Biznesa Banka WAP banking system can be used to check the
account'’s balance and transaction history.

o As for criteria not fulfilled by both banks who have WAP services, it was mostly in the
‘Transactions’ section. Both systems did not allow customers to create templates, set
automatic payments, cancel transfers, convert currencies, pay utility payments, refill mobile
accounts, and buy and sell stocks. It was also not possible to change login data or daily
transaction limits via the WAP banking systems.

e Latvijas Biznesa Banka and Nordea have their WAP services enabled by default and available
for all Latvian mobile operators.
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Estonian banks

WAP banking functionality in Estonian banks

AVERAGE I 7%

LHVPank | 0%

DnB NORD Pank || 0%
UniCredit Bank || 0%

MARFIN PANK EESTIAS || 0%
Hadelsbanken |{ 0%

Parex Pank f§§ 0%
TallinnaAripank || 0%

Sampo Pank | 0%

Swedbank || 0%

Krediidipank [ 0%

Nordea 40%

SEB 46%
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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 - - |- +-1-1-1-1-1-] -
It is possible to activate WAP service from IBS BN D
It is possible to deactivate WAP service from IBS S S e
Printable version of agreement is available on the public website B N D I I I
Service is available to clients of all mobile operators in a country BN D
Service fee information available on the public website B e
Information
Current account balance information - -] - + - -0-1-1-1- -
It is possible to see an account number - - BN
Transaction history available - - BN
Currency exchange rates are available I e N S
It is possible to see information from the stock exchange B S e e
It is possible to find the locations of ATMs or bank branches B e
Transactions
Transfer money between user’s accounts - -] - o= ]- -] -
It is possible to make a local money transfer - w-]-0-1-1-1- -
It is possible to make a delayed local money transfer - -] - -] - -
It is possible to make an international transfer S I I I e e
It is possible to make a delayed international transfer S I ) I i I e
It is possible to create a local money transfer template S0 P I S A S R N )
It is possible to create an international money transfer template B I I e e
Setting automatic payments B e
Pre-defined payment triggering BN
It is possible to cancel money transfer B D e
Currency conversion is available D e
Utility payments (water) BN S e
Utility payments (heating) EEEEEEEEEEe.
Utility payments (electricity) N
Mobile phone service payment (2 largest providers) A
Pre-paid mobile account refill (2 largest provides) B S e
It is possible to buy and sell stocks BN S e
Help system
Service description available on the public website - -] - [ I I I
Printable version of service description is available on the public website - - EO R A O B )
List of frequently asked questions available on the public website ST -T=T-T-1-1 -] -
Security measures
Security measures of service described on the public website - - - -] -
Session time out is present o - BN S
Necessity to authorize with custom password - - |- - - -l -
Necessity to enter code from code card/generator to execute any EEEREEEEEE
transaction
Access to account is blocked after entering incorrect login data for five or | | | oot ot
less times

S I R R A N e B B | -

WAP login data is the same as for e-banking

It is possible to change user login data

Changing daily transaction limits

It is possible to block a payment card

It is possible to unblock a payment card
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Commentary

e The best performers among the Estonian WAP banks are SEB and Nordea, who are also the
only ones to have WAP Mobile Banking. Both of these banks had most of the necessary
functionality available, e.g. making a local money transfer, checking current account balance
information or having access to transaction history available.

¢ Swedbank, Sampo Pank, Krediidipank, Parex Pank, Handelsbanken, MARFIN PANK EESTI AS,
Tallinna ripank, DnB NORD Pank, UniCredit Bank and LHV Pank, do not have WAP Mobile
Banking.

e SEB is the only Estonian bank that blocks the access to the account after entering incorrect
login data three consecutive times.

e While making a domestic payment in WAP Mobile Banking, in SEB’s Help section simply
displays the word “Hei!” instead of any instructions.

e According to customer service Swedbank eliminated its WAP Mobile Banking function this

year.
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11.3 SMS banking functionality results

Lithuanian banks

SMSbanking in Lithuania

AVERAGE
Handelsbanken || 0%
Ukio Bankas || 0%
Siauliu Bankas || 0%
FINASTA || 0%
Nordea || 0%

Bankas SNORAS
SEB bankas
Medicinos bankas
Swedbank
Danske Bankas

| 3a%

| a6%
| 489%
| 5206
| 579

| 63%

DnB NORD 6
PAREXBANKAS

8%
71%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
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Detailed testing results

Criteria

Swedbank

Bankas SNORAS

DnB NORD
SEB bankas

Medicinos bankas

FINASTA

PAREX BANKAS
Danske Bankas

Siauliu Bankas
Ukio Bankas

Nordea
Handelsbanken

Subscription & Service Management

SMS service is activated by default

+

It is possible to activate SMS service by visiting branch

b

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

) (R (R () ()

|+ +]+]+]+

[+ +]+]+

|+ +]+]+]+

+

Information

Current account balance information

It is possible to see an account number

Currency exchange rates are available

Last transaction details are available

+ [+ [+ [+

+[+[+[+

4+ +]+

++[+]+

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

4+ +]+]+

Reminder on approaching payment

|||+

Reminder on approaching payment card expiration date

Possibility to customize reminders from IBS

iR

+

4

iR

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

4

o

+
o

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

iR

Printable version of commands description is available on the public website

[+ +[+

o

++[+[+]+

[+ +[+

+

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

SMS banking is provided by seven banks in Lithuania.
e The best performer is PAREX Bankas by scoring 71% of the criteria followed by DnB NORD.
e  Only Danske Bankas' SMS banking feature is activated by default from the bank.

e Bankas SNORAS, DnB NORD, Parex Bank and Danske Bankas alllow the transfer of money
between user’s account.

e Only SEB and Parex Bankas offer notifications about transactions triggered by automatic
payments and notification when the account balance reaches a a certain level.

¢ None of the banks offer the possibility to unblock or block the payment card via SMS
banking.

e  All banks who offer SMS banking allow the customer to customize notifications and send
SMS to clients of all mobile operators in the country.

e All seven banks who offer the service allows customers to activate the SMS service by visiting
the branch, and five allow online activation via IBS.

¢ Handeldsbanken, Ukio Bankas, Siauliu Bankas, FINASTA and Nordea do not offer any SMS
banking in Lithuania.

e Danske bankas’ SMS banking feature is presented in the most user-friendly way with detailed
information, examples and downloadable pdf instructions.
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Latvian banks

AVERAGE

Danske Banka

LTB Bank

SMP Bank
SvenskaHandelsbanken
Nordea

DnB NORD Banka

Latvijas Hipoteku un zemes banka
Latvijas PastaBanka
PrivatBank

Latvijas BiznesaBanka
Regionalalnvesticiju Banka
GEMoney Bank

Parex Banka

TRASTA komercbanka

SEB Banka

Latvijas Krajbanka
Swedbank

NORVIK BANKA

SMSbanking functionality in Latvian banks

I 25%

0%
0%
0%
0%
0%
| 11%
| 13%
| 14%
| 18%
| 27%
| 3a%
| 36%
| 37%
| 429
| 44%
| 48%

52%

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

74%

70% 80% 90%  100%

Higher figures represent better results
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Detailed testing results

o 14
< e £
© ro] [J]
o | © N © ©
s | € c |E€| =
= © > s
L ] Sla S | 8]€ Y
Criteria = 218 c 9|8 <| o|E ~
ol|lwo|Q|o [ ] Y| wn|l® c
@
o|lX|lzZle|aclo |[E|lE z| gL 8
vlol|ls|lolE(2le |s|a|c|S|5|S ~ v
S EEBEHAREEREEHA R E
S|1z|2|5|2|%BdC &3S 8|82 |2|8|8|¢2
Clals|o|l§|2iEas|2|=|8|2|2|s|a|l=|5]2
j =
sls|8|8|2|sR8E|58|2|2|5]8|2]8|5|2]=
Subscription & Service Management
SMS service is activated by default B D e + - | +] - +
It is possible to activate SMS service by visiting el ool el el lalalalalal 4] .
branch
It is possible to activate SMS service from IBS + |+ - - -+ + ]|+ +]|+|+]|+]+]-]-]-]-]-
It is possible to deactivate SMS service fromIBS |+ |+ | - | - [ - |+ [+ |+ |+ |+ |+ [+ |+ |- |-|-]-]-
Printable version of agreement is available onthe | | | ol oo el bt oo oot
public website
Serwce|savallabletocllentsofall mobile N
operators in a country
Service fee information available on the public N
website
Information
Current account balance information + -+ -+ -+ -+[+]-[+]-[+]-1-1-
It is possible to see an account number - e+ =+ =1 -T-1-T-1-1-01-T=-1-7-71-
Currency exchange rates are available +]-1- - -+ -1+ -1+1-1-17-
Last transaction details are available +-1-1-1T-1-T-1+[-01-0+1-7+]-7+/-1-1-
Transactions
Transfer money between user’s accounts T-T-T-T-T-T-T-T-T-T-T-T-T-T-T-T-7-
Pre-defined payment triggering - - - -T+=1-T+]-1-1-1-1-
Mobile phone service payment (2 largest e
providers)
Pre-paid mobile account refill (2 largest provides) |+ | - | = | - [ = | - [ = | -|=|-[+[-|-1-[-|-]1-1-
Transfer money between user’s accounts o= - - -T=1-1-T-1T-1-1-1T-1T-1-
Notifications
Possibility to order SMS notification when NN

transaction has been completed
Account fund change notification R R R A R
Notification about transactions triggered by

. : T IR I IR ) I T B T R o R R (R I
automatic payment setting
Notification concerning contraction of balance of | .| | | _ [ | .| [ _ | . lel .l 1. |.1.1.
account to a certain level
Possibility to customize notifications + | - - -+ -+]-]++]+]+]-[+]-1-1+
Reminder on approaching payment e
Reminder on approaching payment card e

expiration date
Possibility to customize reminders from IBS + - -1-T-1+1+[+1-1-1-1-1-1-7T-17-7-7-
It is possible to unsubscribe from SMS

e i . . iz - - - - - - - - A - 2 - aF - = -
notifications/reminders by sending SMS "
Help system
Service description available on the publicwebsite| + | - | = |+ | - |+ | - |+ [ - [+ [+ [+ ]|+ ]| -|+]|-[-]+
Service commands are described on the public P00 I PR I R U ) (O B I I O I
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 0 I PR I R I R I I I I I e
available on the public website

Security measures

Security measures of service described on the 0 I I I I R I I I I I I I
public website

Necessity to authorize with custom password R
It is possible to change user login data R
It is possible to unblock a payment card R R
It is possible to block a payment card R e
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Commentary

The best performer in the category is Norvik Banka, followed by Latvijas Krajbanka and SEB.
What makes them different from other banks is that they offer a wider range of functions: all
three banks’ customers are able to check their current account balance, as well as find out
currency exchange rates and check last transaction details (only Norvik and LKB).

Norvik and Latvijas Krajbanka allow their clients to trigger pre-defined payments and
unsubscribe from SMS notifications by sending an SMS.

Norvik stands out among all other banks by offering such sophisticated services as refilling
pre-paid and post-paid accounts, receiving notifications concerning contraction of an account
to a certain level and blocking and unblocking a payment card

SEB Banka also has some unique services, including reminders on approaching payments and
card expiration date.

Nordea, Handelsbanken, Danske Banka, LTB Bank, and SMP Bank, are the banks that do not
offer SMS Banking services in Latvia while DnB NORD, Latvijas Hipoteka un zemes banka
offer very limited services.

The majority of banks offer SMS services supported by all mobile operators in the country as
well as account fund change notifications and notifications about automatic payments

None of the banks supported transferring money between user’s accounts as well provided a
printable version of service description on the public website.

Latvijas Krajbanka's information message (send HELP to a certain number) was very concise
and showed the full range of services one may want to get information about.

Latvijas Hipoteku un Zemes Banka provides a very convenient way for subscribing and
unsubscribing from SMS service, and customizing notifications.

CTENet.v)

internetbanka

Informacija | M m ti | valita | Uzstadijumi

Kantu nosaukumi | Notikumi | Paroles maina

Ladzu zinot man, ja:

sanemts maksajums regularais makssjums izpildits
maksajums noraidits pieteilkums noraidits
malksajums izpildits pieteilums izpildits
saraksta maksajums noraidits sanemta atbilde uz pieteikumu
saraksta maksajums izpildits maksajums izveidots
valdtas keonvertacija ar nosadjumu izpildita sapemts pazinejums

valitas kenvertacija ar nosadijumu
noraidita

mainijudies valitas kursi
lietetdjs bloksts

Satit zinojumus vz:
internetbanku
e-pastu

E-pasta adrese:
sms

Kontakttalrunis:

Operators:

Redifét

Kentakttslrunis: 67774240, 67774118, E-pasts adrese: hiponst@hipe v Versijz 1.11.0.34.8

75 Hipoteku banka
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Estonian banks

SMS banking in Estonia
AVERAGE J 13%
LHVPank || 0%
DnB NORD Pank f{ 0%
UniCredit Bank f{ 0%
Hadelshanken f{ 0%
Parex Pank f{ 0%
TallinnaAripank || 0%
Nordea || 0%
MARFIN PANK EESTIAS 0%
Sampo Pank I 27%
Swedbank bl%
SEB 32%
Krediidipank 37%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
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Detailed testing results

Criteria

MARFIN PANK EESTI AS

Swedbank
Sampo Pank
Krediidipank
SEB

Nordea

Parex Pank
Hadelsbanken
Tallinna ripank
DnB NORD Pank
UniCredit Bank
LHV Pank

Subscription & Service Management

SMS service is activated by default RN
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 =

4|+ +]+
.
.
.
:
.
g
.

4h

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

o I I
|+ ]+

Service fee information available on the public website +
Information

Current account balance information +l+ |+ [+ -0-1-0-1-1-1-] -

It is possible to see an account number B R I I I I I I

Currency exchange rates are available S I I I I I I I I

Last transaction details are available I 5 I I D B D
Transactions

Transfer money between user’s accounts o - BN - R - BN - N - ] -

Pre-defined payment triggering - T-T=T-1T-1-1-1-1T--

Mobile phone service payment (2 largest providers) RN

Pre-paid mobile account refill (2 largest provides) -l ]
Notifications

Possibility to order SMS notification when transaction has been completed| = | - | = |+ |- |- [-|-[-[-] -| -

Account fund change notification [+ ]-T=1-T=T-1-[ -

Notification about transactions triggered by automatic payment setting N

Notification concerning contraction of balance of account to a certain
level

+
N
m
.
:
.
‘
.
‘
:
‘

Possibility to customize notifications

Reminder on approaching payment

Reminder on approaching payment card expiration date

++ |+ |+
‘
.
++ |+ |+
.
0
‘
0
‘
:
:

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 kNN

Service commands are described on the public website RN

List of frequently asked questions available on the public website = - [N - [N - - - ] -

Printable version of service description is available on the public website RN S

Printable version of commands description is available on the public
website
Security measures

Security measures of service described on the public website = - B - [ - - I - -

Necessity to authorize with custom password -l - -T-=1-1-1-1 -] -

It is possible to change user login data B S I D I D D e

It is possible to unblock a payment card B I I R I I I I

It is possible to block a payment card B I I R I I I I
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Commentary

e Only 4 banks have SMS related services.

e The best performers in the SMS Mobile Banking Testing is Krediidipank followed by
Swedbank, SEB and Sampo Pank, which are the only banks that have SMS Mobile Banking
available.

e At all of the mentioned banks a customer could set up account fund change notification,
notification about contraction of balance of account to a certain level or just to check the
current account balance.

¢ Nordea, Parex Pank, Marfin Bank, Handelsbanken, Tallinna Aripank, DnB NORD Pank,
UniCredit Bank, LHV Pank do not offer SMS Mobile Banking services.

e The majority of the banks who have Mobile Banking available call it “express messaging” in
English or “Kiirteavitus” in Estonian. Only Krediidipank calls it SMS-service. With all of them a
customer could order the main notification about account balance change and account

balance.
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11.4 Mini Opera compatibility results

Lithuanian banks

Mini Opera functionality in Lithuanian banks
AVERAGE I 68%
Nordea I 50%
Handelsbanken I 67%
Ukio Bankas 67%
Siauliu Bankas 67%
FINASTA I 67%
Bankas SNORAS 67%
SEB bankas 67%
Medicinos bankas 67%
Swedbank I 67%
Danske Bankas I 67%
DnB NORD 67%
PAREXBANKAS 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Detailed testing results

S
o 5 é 3 3l g
Criteria o) w2 Z €2y <
x| Zz|8| | wn | = 5|2 ©
c|lHh|x|x]| o m| ® = o
© o|lc|lelZ|® LRI S )
2iglz|slg|bix|L|lz2|2]
R = w|4|= S| o
giclen|8l2lz|5l2|2[8]s
al&|8|H|=|E|2|8|&|D]|2]2
Functionality
Possibility to login to IBS using Mini Opera + + | + + | + +| | +
Possibility to make a local transfer from IBS using Mini Opera + + |+ |+ |+ -] -]+
Special IBS website for mobile browsing Mini Opera - - - + - -] -
Commentary
e All Lithuanian banks’ IBS are accessible via Mini Opera browser.
e The best performer in this category is Parex Bankas, followed by all other banks.
e  Parex Bank has special website for mobile browsing Mini Opera.
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Latvian banks

Opera Mini compatibility results for Latvian banks

AVERAGE | 59%
Latvijas BiznesaBanka |f 0%
NORVIK BANKA 0%
Danske Banka 33%
LTB Bank 67%
SMP Bank 67%
SvenskaHandelsbanken 67%
Nordea 67%
DnB NORD Banka 67%
Latvijas Hipoteku un zemes banka 67%
Latvijas PastaBanka 67%
PrivatBank | 67%
Regionalalnvesticiju Banka | 67%
GE Money Bank | 67%
Parex Banka | 67%
TRASTA komercbanka | 67%
SEB Banka | 67%
Latvijas Krajbanka 67%
Swedbank 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
T
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=
©
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c|lao|l¥|o S| o n | ® =
o | ¢ © Z|v| o
alslsl&|c18|6|z sl |2
HEHEHEHAE  HERREAE
Siz|gls|2|2l8l5l8E|sS|8|le|s8|la|8|
Sl2|2lal8|E|Z2|22|=|Bl2l2slS|=]8]|E
alsla8|le|lalElB|ElS|A|Z2||8|a]l6|5]|2]&
Functionality
Possibility to login to IBS using Mini Opera + |+ |+ |+ | F [+ ||+ [F|+] -] - + |+ [+ |+ +
qugwb|l|tytomakea\ocaltransferfrom IBS using ol ol elal s lelelalel ] sl + .
Mini Opera
Special IBS website for mobile browsing MiniOpera | + | - [ = | - | = [ - | = | - [ -=|-|-|-|=|-1-|-/[-]-

Commentary

e All banks in Latvia except Norvik Banka and Latvijas Biznes Banka allow logging in IBS using
Opera Mini and are fully compatible.

e Norvik Banka and Latvijas Biznes Banka fail to pass any of the criteria of Opera Mini

compatibility.

e The least completed criteria is the possesion of special IBS version for a mobile browser

where majority of banks did not pass the criteria.

e Only Swedbank has special IBS website for mobile devices and redirects Mini Opera users

automatically.
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Estonian banks

Opera Mini compatibility in Estonian banks

AVERAGE 47%
LHV Pank 0%

Sampo Pank || 0%

SEB 0%
DnB NORD Pank 33%
UniCredit Bank 67%
MARFIN PANK EESTIAS 67%
Hadelsbanken 67%

Parex Pank 67%

TallinnaAripank 67%
Swedbank 67%
Krediidipank 67%

Nordea

67%

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

Higher figures represent better results

Detailed testing results
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Functionality
Possibility to login to IBS using Mini Opera + + |- |+ |+ ||+ ]|+ |+ R
Possibility to make a local transfer from IBS using Mini Opera +| - [+ |- [+ + + | - -

Special IBS website for mobile browsing Mini Opera - - - - -] -

Commentary

e The best performers in the Mini Opera Mobile Banking Testing category are Nordea, Aripank,
Swedbank, Krediidipank, Parex Pank, Handelsbanken, UniCredit Bank and Marfin Bank. They
all fulfill 2 out 3 criteria, which are possibility to login to IBS using Mini Opera and possibility
to make a local transfer from IBS using Mini Opera.

e The worst performers in the Mini Opera Mobile Banking Testing category are SEB, Sampo
Pank and LHV Pank because they do not successfully fulfill any of the researched criteria.

e Most of the researched banks allow the customer to login to IBS using Mini Opera and
possibility to make a local transfer from IBS using Mini Opera, but none of the banks have
special IBS website for mobile browsing with Mini Opera created.

e |HV Pank offers the opportunity to log in only through ID card and ID card reader, but it is
no possible to connect the ID-card reader to mobile phone.
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11.5 iPhone Safari compatibility results

Lithuanian banks

Iphone functionality in Lithuania
AVERAGE | 52%

Nordea 50%
Handelsbanken 50%
Ukio Bankas 50%
Siauliu Bankas 50%
FINASTA I 50%
Bankas SNORAS 50%
SEB bankas 50%
Medicinos bankas 50%
Danske Bankas 50%
DnB NORD 50%
PAREX BANKAS 50%

Swedbank I 75%

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

90% 100%

Higher figures represent better results

Detailed testing results
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Functionality
Posibility to login to IBS using iPhone Safari + [+ |+ |+ |+ |+ [+ |[+]+]|+] +] +
Posibility to make a local transfer from IBS using iPhone Safari + | + + | + + +
Special IBS website for mobile browsing iPhone Safari + -1 -]-1-]- o -l -
Native e-banking application for iPhone BN I

Commentary

e All banks IBS were accessible via iPhone Safari.

e All banks allow the possibility to make a local transfer from IBS using iPhone Safari.

e Only Swedbank special IBS website fully optimized with Safari browser in iPhone.

e Swedbank is the clear leader on this category fulfilling 3 out of 4 criteria.
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Latvian banks

iPhone compatibility results for Latvian banks

AVERAGE ] 51%
Latvijas BiznesaBanka || 0%
Danske Banka || 0%
NORVIK BANKA | 50%
LTB Bank | 50%
SMP Bank | 50%
SvenskaHandelsbanken | 50%
DnB NORD Banka | 50%
Latvijas Hipoteku un zemes banka | 50%
Latvijas PastaBanka | 50%
Regionalalnvesticiju Banka | 50%
GE Money Bank | 50%
Parex Banka | 50%
TRASTA komercbanka | 50%
Latvijas Krajbanka | 50%
SEB Banka | 67%
Nordea 75%
PrivatBank 75%

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

Higher figures represent better results

Detailed testing results
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Functionality
Possibility to login to IBS using iPhone Safari + [+ |- |+ + + [+ |+ + | + + |+ | +
P055|b|l|tytolmakea\ocaltransferfrom IBS using + . o+l . lael+ el +
iPhone Safari
Special IBS website for mobile browsing iPhone o
Safari
Native e-banking application for iPhone S R Y Y N O S L Y O e -

Commentary

e The majority of Latvian IBSs are accessible using the Safari browser in iPhone and it is possible
to make a local transfer.

e |t was impossible to log in to Latvijas Biznesa Banka and Danske Banka internet banking
systems using iPhone.

e Latvijas Biznesa Banka's IBS did not support iPhone Safari just because they are only Internet
Explorer compatible.

e  Only Swedbank has special IBS website for mobile browsing.
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Estonian banks

iPhone compatibility in Estonian banks

AVERAGE |44%
LHVPank || 0%
Sampo Pank [ 0%
SEB 50%
DnB NORD Pank 50%
UniCredit Bank I 50%
MARFIN PANK EESTIAS I 50%
Hadelsbanken I 50%
Parex Pank I 50%
TallinnaAripank I 50%
Krediidipank I 50%
Nordea 50%
Swedbank |75%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Detailed testing results
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Functionality
Posibility to login to IBS using iPhone Safari +| - il S -
Posibility to make a local transfer from IBS using iPhone Safari + Bl s ++ -
Special IBS website for mobile browsing iPhone Safari t1-1- - -l -
Native e-banking application for iPhone R R S

Commentary

The best performer is Swedbank fulfilling 3 out of 4 criteria in subcategory.

Majority of banks that scored points in subcategory fulfill half of the criteria, which is the
possibility to login to IBS using iPhone and to make a local transfer from IBS using iPhone.

Only Swedbank has a specially designed IBS for mobile banking, where users of the iPhone
are redirected automatically.

The worst performers are Sampo Pank and LHV Pank, which do not fulfill any of the criteria.
Sampo Pank identifies Safari as an un supported browser. In LHV Pank’s Internet Banking
System it is possible to log in only through ID card and ID card reader and not possible to
connect the ID card reader to mobile phone.
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12. Clarity

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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

Structure

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

An example:

Category: Clarity

Subcategory: Page layout

Criteria: Appropriate text line lengths (~75 characters)

Evaluation: Yes

Clarity subcategories

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

Page layout Page layout

Navigation Navigation

Text readability 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
experience better in terms of clarity and usability.

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

Lithuanian banks

Official clarity ranking in Lithuanian banks

AVERAGE

FINASTA

Siauliu Bankas

2%

55%

56%

Handelsbanken

63%

Danske Bankas

70%

Ukio Bankas

71%

DnB NORD

74%

Nordea

76%

Bankas SNORAS

76%

Medicinos bankas

79%

PAREXBANKAS

Swedbank

SEB bankas

0%

40%

60% 70% 80%

90% 100%

Higher figures represent better results
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Latvian banks

AVERAGE

Regionalalnvesticiju..

SvenskaHandelsbanken

Overall clarity ranking in Latvian banks

64%
49%

52%

PrivatBank 52%
Parex Banka l 54%
Danske Banka I_57%

Latvijas PastaBanka I_SS%

TRASTA komerchanka |_59%

Latvijas BiznesaBanka I_Gl%

Latvijas Hipoteku un.. 62%

SEB Banka 67%

LTB Bank 67%

Latvijas Krajbanka 69%

DnB NORD Banka 71%

GEMoney Bank 71%

SMP Bank L72%

NORVIK BANKA 73%

Swedbank 76%

Nordea 80%

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

Higher figures represent better results
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Estonian banks

Overall clarity ranking in Estonian banks

AVERAGE 63%
Handelsbanken 48%

MARFIN PANK 55%

Parex Pank 55%

LHV l 60%

Krediidipank I 60%

UniCredit Bank 64%

SEB I 64%

DnB NORD Pank 67%

Nordea 67%

Tallinna Aripank

Sampo Pank 75%
Swedbank 75%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
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12.2 Public website clarity

Lithuanian banks

Public website clarity in Lithuanian banks

AVERAGE 88%
FINASTA
Handelsbanken 63%
Siauliu Bankas 78%

Swedbank 82%
PAREXBANKAS 85%
Bankas SNORAS 89%

Nordea 89%
Ukio Bankas l91%
DnB NORD I 91%

Medicinos bankas

SEB bankas

Danske Bankas

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

80% 100%

90%

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 # |+ e[+ [+ -[[+]+]+] +
Limited amount of text in text blocks on the homepage R ) R + |+ |+ +| +
Page layout
No mistakes in item alignment + |+ [+ +[+]-1++[+]-] +] +
Moderate white space |+ [+ +[+]+[+]+][+]+] ] -
Appropriate text line lengths (~75 characters) + e[+ +T-]+]+]+] ] +
No horizontal scrolling bar on standard resolution
(1024x768) ? 220 N e B el el B
Navigation
Navigation elements are differentiated (different menu bl o lalalal ol Tl ol o
levels look different)
Primary navigation menus in the left panel + |+ +[+]-]+]+[+]+]+] +] +
Active menu item is highlighted + |+ [+ [+[+]-[+[+]+]+] =] +
No links lead to a currently opened page - - 0 - B + -
Text links change (highlight, underline etc.) on mouse over |+ |+ |+ |+ |+ | - [+ |+ |+ |+]| +| +
Image links appear clickable (on mouse over hand icon el sl lalelalel o+
appears)
Links look different depending on what they do (new el lal o talalalal o] .
window, download file etc.)
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Site Maps (show at least two levels of navigation) + [+ [+ -T+]+[+]+[+]-]+
Text readability
Important data is highlighted + |+ [+ [+ +]+[+]-1]-]+] +
High contrast between text and backgrounds + |+ |+ -+ ]+ +] +] +
Bold text used sparingly + |+ [+ |+ |+ ]|+ [+]+]+]+] =] +
Descriptive row and column headings + |+ [+ [+ ][+ [+ +[+]-] ] +
Descriptive page titles + |+ |+ [+ ]+ ][ +]+]-]| #] +
Familiar fonts +++[+1+]-1T+[-T-1-1-I -
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Latvian banks

AVERAGE

PrivatBank

Latvijas Biznesa Banka
SvenskaHandelsbanken
RegionalaInvesticiju Banka
TRASTA komercbanka
Latvijas PastaBanka
LTB Bank

Parex Banka

Danske Banka

SEB Banka

SMP Bank

Latvijas Krajbanka

DnB NORD Banka

GEMoney Bank
Nordea
Swedbank
NORVIK BANKA

Latvijas Hipoteku un..

Public website clarity results for Latvian banks

82%
43%

5%
| 59%

| 67%
| 70%

71%

73%
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86%
86%
87%
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Detailed testing results
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Estonian banks

AVERAGE
Handelsbanken
LHV

MARFIN PANK
Parex Pank
Krediidipank
TallinnaAripank
UniCredit Bank
DnB NORD Pank
Nordea

SEB

Swedbank

Sampo Pank

0%

Public website clarity results for Estonian banks
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Higher figures represent better results
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Detailed testing results
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12.3 Internet banking system clarity results

Lithuanian banks

Internet banking system clarity results in Lithuanian banks

AVERAGE 65%

Siauliu Bankas

Danske Bankas 46%

Ukio Bankas 52%

DnB NORD 56%

Nordea 58%

FINASTA 59%

Bankas SNORAS 63%

Handelsbanken 64%

Medicinos bankas 65%

PAREXBANKAS

SEB bankas

Swedbank
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Detailed testing results
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Text links change (highlight, underline etc.) on mouse over o T I I T B T S o I )
Image links appear clickable (on mouse over hand icon appears) Eo T T B T I S R O B
Links look different depending on what they do (new window, el e lel e lal s el s lala] ol &
download file etc.)
Link names match with their destination page’s heading R
Breadcrumb navigation I I N I I D I I I
Text readability
Important data is highlighted T RS T R e I - |+
High contrast between text and backgrounds N S + +| -
Bold text used sparingly S T T I N T + - -
Descriptive row and column headings + |+ [+ [+ + +| -
Descriptive page titles + S - .
Familiar fonts + |+ - - -] -
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Latvian banks

AVERAGE
Parex Banka
RegionalaInvesticiju Banka

Danske Banka

Latvijas PastaBanka
SvenskaHandelsbanken
TRASTA komercbanka
GEMoney Bank
Latvijas Krajbanka
SEB Banka

NORVIK BANKA
PrivatBank

DnB NORD Banka

LTB Bank

SMP Bank

Swedbank

Latvijas BiznesaBanka

Nordea

Latvijas Hipoteku un..

Internet banking system clarity results in Latvian banks

64%

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

60%

70%

80% 90% 100%

Higher figures represent better results
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Detailed testing results

Criteria

Swedbank

DnB NORD Banka
Danske Banka

Regionala Investiciju Banka
Svenska Handelsbanken

Parex Banka

Latvijas Hipoteku un zemes banka
TRASTA komercbanka

Latvijas Pasta Banka

NORVIK BANKA

Nordea

Latvijas Krajbanka

SEB Banka

Latvijas Biznesa Banka
GE Money Bank

PrivatBank
LTB Bank

SMP Bank

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 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 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
heading

Breadcrumb navigation

Text readability

Important data is highlighted

High contrast between text and backgrounds

Bold text used sparingly

Descriptive row and column headings

|+ + ]+

i+ [+ ]+

++ |+

|+ + ]+

+ [+ |+

|+ ]+

+ |+ ]+

Descriptive page titles

Familiar fonts

++ [+ + ]+
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Estonian banks

AVERAGE
Parex Pank
Handelsbanken
SEB

MARFIN PANK
Krediidipank
UniCredit Bank
Nordea

DnB NORD Pank
Sampo Pank
TallinnaAripank
Swedbank

LHV

Internet banking system clarity results in Estonian banks

57%
44%
49%

50%

51%

51%

| 56%

| 58%

59%

0%

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

Higher figures represent better results
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Detailed testing results

Criteria v|5|E f‘cu »
AR Z | X |8 a|E
v| gl ~ g Sl=|a 3
% Qﬂf g © E = ﬁ © é): 5=
S EEREREEEHEE
AEREMNEEEEERE D
S o|l&|luw|8|m S|w®|S|E|T
AlnZ|lalz|d|Z|Z|—|alD]|=
Banking Operations
Number of steps needed to complete operation clearly visible T-T-T-T-T-T-T-T-T-T-T -
Radio buttons are used for selecting one out of two choices -+ -]+ -] -
Check Boxes are used for multiple selections ++[+[+[-]-]T-1T+ N
Example values are displayed in form fields e
Cursor is placed in the first data entry field -0 - - -] -
Fields with incorrectly entered values are highlighted IR,
Page layout
Items on a page are aligned [+ [+ [+ |+ +]x]+] #] +
Moderate white space [+ ]+ -1-1-1+[+1-1-1+ -
Appropriate text line lengths (~75 characters) - -T=-T-1-1 -] -
No horizontal scrolling bar on standard resolution (1024x768) [+ [+ [+ [+ [+]+] ] +
Navigation
gli?;/eig;;:r:it(;n elements are differentiated (different menu levels look bl o lal e lalalalal ol +
Primary navigation menus in the left panel + |+ [+ [+ -+ +]+]+] +] +
Active menu item is highlighted +[+[-]-T++[+[+]+]+T+ -
No links lead to currently opened page EERE - - E B
Text links change (highlight, underline etc.) on mouse over S R i i D I ) e
Image links appear clickable (on mouse over hand icon appears) R A R A R R s s
Links look different depending on what they do (new window, el el e lalalal Lol
download file etc.)
Link names match with their destination page’s heading R E
Breadcrumb navigation HN S S I I ) I (R e
Text readability
Important data is highlighted B S e e
High contrast between text and backgrounds -+ ++]+[+]+]+]+] -] +
Bold text used sparingly |+ [+ [+ [+ |+ [+ +[+[+]+] +
Descriptive row and column headings + |+ [+ [+ |+ [+ +][+]+] +] +
Descriptive page titles + |+ [+ [+ -+ |+]+]+] +] +
Familiar fonts +l+ |+ |+ [+]-f+]+]+] +] +
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12.4 Individual test results for Lithuanian banks

Swedbank - 82%

Public website — 82%

Higher figures represent better results

Swedbank
Homepage 67%
Pagelayout 80%
Navigation 80%

| 100%

Text readability

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

Positive user notes

e An attractive color scheme and layout.
Negative user notes

e No breadcrumbs.

Internet banking system — 81%

Swedbank
Banking Operations 33%
Pagelayout 100%
Navigation 89%
Text readability I 100%

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

Higher figures represent better results

Positive user notes

e Textis easy to read.

e Page layout is well placed
Negative user notes

e Links lead to current page.
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Bankas SNORAS — 76%

Public website — 89%

Bankas SNORAS
Homepage 100%
Pagelayout 75%
Navigation 80%
| 100%

Text readability

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

Higher figures represent better results

Positive user notes
o  Well-designed homepage.
Negative user notes

e In some cases have more than ~75 characters per line.

Internet banking system — 63%

Bankas SNORAS

Banking Operations 17%
Page layout 75%
Navigation 78%
Text readability l 83%

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

Higher figures represent better results

Positiv rn
e Transfter time is readily apparent.
N iv rn
e Links lead to current opened page, no breadcrumbs.

e Poor overall user experience.
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DnB Nord - 74%

Public website — 91%

DnB NORD

Homepage
Pagelayout 75%

Navigation

100%

90%

Text readability

| 100%

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

90%  100%

Higher figures represent better results

Positive user notes

e Homepage is very well-done, easy to use and attractive.
Negative user notes

e Insome cases there are more than ~75 characters per line.

e Users could be informed about links that open a new page.

Internet banking system — 56%

DnB NORD

Banking Operations || 0%
Pagelayout 75%

Navigation 67%

Text readability I

83%

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

90%  100%

Higher figures represent better results

Positiv rn
e Ability to personalize menu is appreciated.

Negative user notes

e Links lead to current opened page, no breadcrumbs
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Parex Bankas — 80%

Public website — 85%

Parex Bankas
Homepage 100%
Pagelayout 50%
Navigation 90%
Text readability l 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Positive user notes

e  Breadcrumb navigation makes for user-friendly experience.
e Homepage is attractively layed out.

Negative user notes

e Line length is more than ~75 characters in some cases.

Higher figures represent better results
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Internet banking system — 75%

PAREX BANKAS

Banking Operations 50%

Pagelayout 100%

Navigation I 67%

Text readability ] 83%

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

Higher figures represent better results
Positive user notes
¢ Navigation is straightforward.
e  Page layout is well aligned.
e  Moderate white space.
Negative user notes
e Links lead to current page.

e  Fields with incorrectly entered values are not highlighted.
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SEB bankas — 84%

Public website — 93%

Homepage
Pagelayout
Navigation

Text readability

SEB bankas
100%
100%
70%
| 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 100%

Higher figures represent better results

Positiv r not

e  Cursor is always placed on first form field, which is really useful.

e Radio buttons and check boxes used well.

.

Banko saskaita ir pervedimai
Atsiskaitymas ir mokesciai
Atsiskaitykite internetu
Atsiskaitykite mobiliuoju internetu
Atsiskaitykite SEB banko skyriuje
Atsiskaitymo knygelés
Tiesioginis debetas

E. saskaitos

Cekiai

Mokejimo kortelés

Taupymas ir investavimas

«

Lizingas
Pensija
Draudimas
E. bankininkystés paslaugos
Valiuta
+ Seify nuoma
+ |kainiai

+ Akcijos ir finansai

s(sfa]e[s]s]s

+

+

Valiuty kursai

Palikany normos
Fondai

Vertybiniai popieriai
Apvalgos

Pinigai. Patarimai $eimai
Diskusijos

s[s]a]e]s]s

Naujienos

Kreditai =

ZEnglish (] Nustatymai [®! Spausdinti

Privatiems klientams

" Tiesioginis debetas

N
S NN
Kaskart laiku sumokéti uz bista, televizija,

telefong, draudimg, lizingg ... visai nesunku.
Net galvot apie tai nebereikia.

Tiesioginis debetas — tai ypa¢ patogi automatinio saskaity apmokejimo paslauga!
Ne veltui daugelis 3ia paslauga iSméginusiuju véliau ja naudojasi visada.

Uisisakykite tiesioginio
debeto paslaugas
internetu

Uisisakykite tiesioginio
debeto paslaugas
tel. 1528

Kuo Jums naudingas?

[Naudotis tiesioginiu debetu i tiesy verta, kadangi tai

« patogu — nereikés rdpintis, kad saskaitos bity apmoketos laiku, nes
reikiama suma norimam gavéjui bus pervedama automatidkai;

* pigu —tiesioginio debeto operacija kainuoja tik 40 ct arba nieko (ikainiai);

ot « lengva —tereikia karta uzsisakyti paslauga, ir saskaitos bus automatiskai

apmokamos tol, kol norésite.

Be to, tai saugi paslauga, mat uzsakydami galésite nurodyti, kiek laiko ja naudosités
ir kokia didZiausia suma gali bati nuradyta i$ Jasu saskaitos. Jis bet kada galésite
pakeisti leidZiama suma, pratesti paslaugos teikima arba atsisakyti paslaugos.
Kaip uzsisakyti?

Toroikia uSnilchi ic pateildi outikima Tai nadanti nalite

Stambioms verslo jmonéms Apie SEB banka

Daugiau @
* Kaip veikia tiesioginio debeto
paslauga?

* |moniy saradas ir tiesioginio
debeto jkainiai

* Sutikimas moketi tiesioginiu
debetu (PDF)

Paslaugos internetu %

| prisiungti._|

& 15méginkite demonstracine
versija

Kontaktai g

* Skambinkite mums telefonais:
1528 (privatiems klientams)
19222 (verslo klientams)

* Rasykite mums

* Mokéjimo korteliy blokavimas

* Klienty aptarmnavimo vietos

Negative user notes

e Links lead to current opened page, no breadcrumbs.
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Internet banking system - 76%

SEB bankas

Banking Operations 67%
Pagelayout 75%
Navigation 78%
Text readability | 83%
T T T T T T T T T ]
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
"
e Navigation made easy by use of icons.
2009-07-30, ketvirtadienis, 168:15
S|E|B Kienias Laima Ulozaité @ Fagrindinis langas  # Nustatymai (5
| Saskaitos | Pervedimai ', _Investicijos if taupymas |, Sutartys ir pradymai | Prane3imai ‘| E.prekyba |, Kitos paslaugos ',
(-Operacios ) Nueredos
@ Vietins R & urite pasilymu?
@ Tarptautins [ 4 - - 'ﬂ‘i' »x i » Radvkie mums!
@ sepa ) Tt 18 5 5P banko valuty kursai
@ |savo saskaita/ Valiutos
keitimas % | savo saskatta/Valites » Vietinis % Jmokos ir mokeséial % SEPA

@ imokos ir mokesZiai

keitimas

@ Periodinis

@ Operaciy saradas.

[ ta |
@ Ruosiniai

@ E saskaitos

@ Byios suntimas.

~(-

% Tarptautinis

# E saskatos

b2

# Perioginis

@

# Debeto nurodymaj

# Operaciu saraas

&

-

2 & paskolos saskatty

N

=

» Darbo uZmokeséio
pervedimas

©Y

» Byios siuntimas.

# Ruoginiai

AB SEB bankas, Gediming pr. 12, LT-01103 Vinius. Informacia gyventojams tel 1528, +370 5 268 2800, imonéms ir institucjoms - 18222, +370 5268 2822, e pastas info@seb
Banko saskaita LT74 7044 0630 0000 0022, [monés kodas 112021238 Juridiniy asmeny registrs, PVIM kodas LT120212314, BIC CBVI LT 2X

Rekomendacios

18 jei gavéjo saskaita yra kitame
Lietuvoje registruotame banke,
paprastas mokéjimo
nurodymas bus [vykdytas fa,
patia banko darbo diena, jei s
alsiystas iki 15.00 val

18 Jei gavéjo saskaita yra kitame
Lietuvoje registruotame banke,
skubus mokéjimo nurodymas
bus ivykdytas ta pacia banko
darbo diena, jei s atsiustas ki
15.30 val

18 Jei gavéjo saskaita yra kitame
Lietuvoje registruotame banke,
poilsio ir &venéiy dienomis
atsiysti mokefimo nurodymai bus.
‘ykdomi artimiausia banko darbo
diena.

18 pasirinkus 15 saugofi ruoginiy
sarage, kity mokejimo nurodymy
duomenys bus i§saugoti meniu
punkte Ruosiniai.

Negative user notes

e Less text would be helpful for reading.
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Siauliu bankas — 56%

Public website — 78%

Siauliu bankas

Homepage 100%
Page layout 60%

Navigation | 70%

Text readability l 83%

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

Higher figures represent better results
Positive user notes
e The homepage is easy to navigate.
e Content contrast is good on public website.
Negative user notes
e  Banners should be placed more carefully because now they disrupt item alignment.
¢ Thereis a horizontal scrolling bug in the PWS.

e  Site map should not duplicate menu bar.

Internet banking system — 34%

Siauliu Bankas

saniing Operaions (Y s

Pagelayout J 0%

Navigation l 67%

Text readability I 17%

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

Higher figures represent better results

Positive user notes
e  Useful information and tips are displayed while executing transfers and completing other

operations. Users are notified about the time it takes to complete the request, currency
requirements and other conditions.

Negative user notes

e Thereis a horizontal scrolling bug in the IBS.
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Heiti Pasifinkias banko klientas neturi sutardi.

Kientas: $ernas Vytautas

Informacia
Terminuotasis ndéls SB Linja
Prisijungimo informacija
Sutartyz 2 Kaupiamasis indélis SB Linia
Keesitai

Dotumenty uissiymas @ visi

Saskaitings valiutos keitime kursas o

Oficialls valiuty kursai
Pranstimai
Pranstimy paisita

E. pashaugos. Démesio!

Maksimal kaupiamuy ndeliy sum

Saskaiios

Saswaiiu spivalgs Informuojame, kad .SB inioje” nua 20.55 val. i 00.00 val. terminuotujy ind

m klientui yra 1000 000 L, art nty EUR, USD.

padeti negalima. Terminuotojo indéfo sutart] galte sudaryti po 00:00 val,

Informuojame!
Nutraukus Terminuotojo / Kaupamejo indélio sutart]

sckandia dizng

rs3o siuntimo nustatymi

Nordam, nenutraukiant Kaupiamojo indélio sut o sumos per kalendorin]
Korteles

Pasirinkus pallikany mokéjima ka i, palikany norma bus 0,1% maZesne

Paraithos

Oporectoel Indeliy paldkancs
L=l Terminuetsie indelio metiniy palikany skaitiuokle
Pavedimy litais ruckinisi Terminuorieil indélisi,kai paliksnos mokamos kas ménesi
Pavedimas litsiz

¥ Debeto pavedimal
Pavedimiy uisienic val. rugk iz
Pavedimas uisierio valivta

Valivtos keitimas
Indelisi
Makessisi
Pariodinial mokéjimai
SIS Bankas
Tiesicginis debetas
Operaciy importss
Operaciy sratai

\ Opermcijy sersby rinkinisi

Nustatymai

e |n IBS, the contrast is too low and too much red font is used.

u kaip po trly ménesiy nuo Sutarties sudarymo, atvykte | bet kur Banko padalin]

Pagalba

i

¢ In transactions history, the operation number and document number can confuse users.
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Ukio bankas - 71%

Public website — 91%

Ukio Bankas
Homepage 100%
Page layout 100%
Navigation 80%

Text readability I' l 83%

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

Higher figures represent better results

Positive user notes

e The homepage is clean, it is easy to find all the main information. The layout is logical and
convenient for the average user.

e Appropriate text formatting is achieved by avoiding long text lines and small fonts.
¢ Navigation is easy due to a well-developed left side menu.

Negativ r not

e Contrast between menu levels could be higher for better visibility.

e  Buttons don’t appear clickable.

Internet banking system — 52%

Ukio Bankas
Banking Operations 17%
Pagelayout 100%
Navigation 56%
Text readability | 33%
0% 10% 20% 30% 40% 50% 60% 70%  80%  90%  100%
Higher figures represent better results
"

e  Attractive color scheme for public website and IBS.

Negative user notes

e Horizontal scrolling bug in IBS in non-IE browsers.
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Danske bankas — 70%

Public website — 93%

Danske bankas

Homepage 100%
Page layout 100%
Navigation 90%
Text readability | 83%

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

Higher figures represent better results

Positive user notes

e Text, layout and font choice are attractive.

Negativ r not
e  The word Danske is sometimes emphasized too much.

e  There are some duplications in submenu’s page titles (e.g. pricing).

Internet banking system — 46%

Danske bankas

Banking Operations 33%
Page layout 50%
Navigation 67%
Text readability | 33%

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

Higher figures represent better results
Positive user notes

e Easy to navigate.

Negative user notes
e  IBS has a bug with horizontal scrolling.

¢ In transaction history table there are operation number and document number which might
be confusing for regular user.
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Nordea — 74%

Public website — 89%

Nordea
Homepage 100%
Page layout 100%
Navigation 90%

| 67%

Text readability

60% 70% 80%  90% 100%

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

Higher figures represent better results

Positive user notes

e  Page titles start with page name, not bank name.

Negative user notes

e In menu navigation there is no depth and it's harder to see how deep you are in the page.

Internet banking system - 58%

Nordea

Banking Operations 17%
Page layout 100%

Navigation 67%

| 50%

Text readability

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

Higher figures represent better results

Positive user notes

e  Operations are easy to navigate.
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Negative user notes

. Payment cards comparison page is difficult to navigate.

Paraiska debetinei kortelei

* Pazyméti laukai yra privalomi
Kortelés tipas: Maestro
Einamoji sgskaita: * | LT422140030002198754 (17.40+ LTL) Iz‘
Kortelés turétojas
@ SERNAS VYTAUTAS
Kita:
24 val. naudojimo limitas: * 13500 LTL
24 val. grynujy pinigy isémimo  * |3500 LTL
limitas:
Kortele atsiimsiu: *
Pasirinkti... [+]

Papildoma informacija:

Kortelés dizainas
@ standartinis Nordea dizainas

O Individualaus dizaino kortele. Paspaudus mygtuka "Testi” J0s basite nukreipti | Nordea partneriy tinklapi,
kuriame galésite pasirinkti paveikslél] i§ Nordea galerijos ar [kelti savo paveikslél]. Paveikslélis turi atitikti
individualaus dizaino korteliy taisykles.

[T patvirtinu, kad susipaZinau ir sutinku su Banko Bendrosiomis korteliy iSleidimo ir naudoiimo salvagomis
privatiems asmenims ir Banko paslaugy jkainiais

[T patvirtinu, kad suteikiu teise Bankui nuradyti nuo visy mano banko saskaity, esandiy Banke, légas kortelés
|siskolinimui padengti, bei Banko mokeséius

Testi | Nutraukti |

> Maestro

Maestro debeting kortelé — nebranagi ir patogi piniginés
alternatyva. Jums net nereikia atskiros saskaitos mokejimo
kortelei. Su Maestro kortele galima naudotis l€5omis,
esantiomis 1Osuy banko saskaitoje. Beje, Sia sgaskaita galite
naudotis ir jprastiniais bldais — daryti pavedimus, pasiimti
pinigus banke ir k.

Maestro — tai tarptauting mokeéjimo kortelg, kuri nevarzo 10sy judéjimo laisveés. Jasy
s3skaitoje — litai, tadiau uZsienyje atsiskaityti ar iSsiimti grynuosius pinigus galesite tos
Salies valiuta. valiuta bus automatiskai keitiama padiu palankiausiu kursu.

Atsiskaityti kortele galésite visur, kur jrengti elektroniniai korteliy nuskaitymo jrenginiai su
Maestro Zenklu, o prireikus grynuju pinigy, ju galésite pasiimti i5 daugybés Maestro ar Cirrus
Zenklu pazymety bankomaty.

Visi privatds Maestro ir MasterCard turétojai, Suomijoje, Svedijoje, Danijoje, Norvegijoje,
Latvijoje, Estijoje ir Lenkijoje i§ Nordea priklausanéiy bankomaty pinigus iSsiimti gali
nemokamai.

Su Maestro galite paprastai ir patikimai planuoti savo islaidas. Niekada neiileisite daugiau
pinigy, nei turite savo s3skaitoje.

Paraidka kortelei gauti
Bendrosios korteliy isleidimo ir naudojimo salvgos
Paslaugy teikimo bendrosios taisyklés

Daugiau informacijos teiraukités telefonais (8 5) 2361 361 arba 1554.
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Medicinos bankas — 79%

Public website — 93%

Medicinos bankas

Homepage
Page layout

Navigation

Text readability l 67%

100%
100%

90%

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

Positive user notes

e  No mistakes in homepage layout.

Negative user notes

e Links lead to current opened page, no breadcrumbs

Internet banking system — 65%

Higher figures represent better results

Medicinos bankas

Banking Operations || 0%
Pagelayout

Navigation

100%

78%

Text readability

| 83%

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

Positiv rn

¢ Simple to navigate.

Negative user notes

¢ Did not fulfill any of Banking Operations criteria.

Higher figures represent better results
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Bankas FINASTA — 86%

Public website — 95%

Finasta
Homepage 33%
Page layout 50%
Navigation | 50%

Text readability

| 67%

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

70% 80%  90%  100%

Positive user notes

e  Moderate white space, well used in the pages

Negative user notes

Higher figures represent better results

e There is no possibility to access homepage from any page on the site

Internet banking system — 78%

Finasta

Banking Operations 17%

Pagelayout

Navigation I 44%

75%

Text readability

| 67%

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

Positive user notes

Higher figures represent better results

e Use of colors is attractive to eyes, make the interface memorable

Negative user notes

¢ Links lead to current opened page, no breadcrumbs.

e Important data is not highlighted and pages are not descriptive
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Atsijungti %
A. RoZanskas
2010-07-07 00:08:41

Vertybiniai popieriai &

“

Saskaitos

Visos saskattos
Saskaitos iéradas

IErago uZsakymas
Indélis

Makéjimo pavedimai
Vietinis

1 savo saskaita
Tarptautinis

Valiutos keitimas
Periodinis mokejimas
Operaciy saraéas
Operacjy mportas
Pasiradyta [ nepasiadyta
Atmesta / pykdyta
Ruosinial

Vietinai pavedimai
Tarptautiniai pavedimai
Informacija
Nustatymai

Prisjungimo siaptaZodzio

Aplinka
Vartotojy grupe
Banko kiiento nustatymai

Saskaitos duomenys

Klientas

Vardas ir pavardé | pavadinmas:  RoZanskas Augustas Juozapas

Kodas: 38903240166

Adresas:  Avifyq. 13, Avifieniai, Viniaus ., LIETUVA

Bankas
Pavadininas:  AB bankas Finasta®
Kodss: 70500
SWIFT kodas: FIBALT22XXX
Adresas:  Maironio g. 11, Viinius, 01124, LIETUVA
Saskaita
Saskaitos numeris:  LT607050021000006834
Valiuta: EUR.
Likutis:  0.00

Likutis nacionaline valuta: 0,00

Leidziamas kreditas: 0,00

Likutis [vykdfius visas atiktas operacijas:  0.00
Meting: pallikany norma:
Veliausias paltkany iskaitymas:

Stkaupta palikany suma:

Pastaba:  Atsiskaitomoji saskaita
Atidarymo data:  2010-06-19 13:24:31

Saskaitos valdymo internetu duomenys
Pavadininas:  Saskaita

Galutinis likutis:

(ivykd3ius visas internetu atiktas operadias)
Leidfiama debetuoti:  Taip

0.00

Leidfiama kredituoti:  Taip
Didiausia vienos operaciios suma: 5000000
Maksimalus vienos dienos debetes:  150/000.00
Siandien jvykdyty operacy bendra suma:
Maksimalus vieno ménesio debetas: 500000.00

Si menesi ivykdyby operaciy suma:

Spausdinti Pagaba
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Svenska Handelsbanken — 63%

Public website — 63%

Homepage
Page layout
Navigation

Text readability

Handelsbanken

67%
80%
| 70%
| 33%
0% 10% 20% 30% 40% 50% 60% 70% 80%  90%

100%

Higher figures represent better results

Positive user notes

e  Cursor placed in the first data field is actually useful.

e  Contact details of the bank top management are provided.

Negative user notes

e  More information about the bank would be useful.

PRAGRINDINIS

Handelsbanken Li

Paslaugos

Globalon-Line verslo
klientams

Interneting bankininkysté
Mokéjimai

Mokejimo korteles
3Saskaitos

Terminuotieji indéliai

Verslo finansavimas

Selectlanguage

Handelsbanken Lietuvoje

s \

Paslaugu ikainiai

Binigu plovimo prevencija

=

Priimdami sprendimus mes nesureikdminame , formos™, visu
pirma jsigiliname |, turin|” — kliento poreikius — ir nuo to
pradedame savo darba, Kiekvienas misy sprendimas
kuriamas individualiai, visada uZ konkurencinga kaina.

Istorija prasideda Svedijoje

Handelsbanken, jkurtas 1871 metais

Stokholme, yra vienas I8 pirmaujantiy

Svedijos banky, kuris turi per 700 skyriy 22

1 salyse ir kuriame dirba daugiau nei 10,000

il darbuotoju. Handelsbanken yra seniausiai |

7 Stokholma vertybiniu popieriu birfos prekybos
sarada jtraukta bendrové. Apie banko

stabiluma liudija auk3ti banko = reitingai

Tarptautinis tinklas

Per paskutiniuosius 15 veiklos mety
Handelsbanken sékmingai i3 plétojo banking
veikla kitose Siaurés Europos valstybese ir
DidZiojoje Britanijoje. Handelsbanken filialy
¥ tinklas apima 460 padalinj Svedijoje, 48 —

n MNorvegijoje, 45 — Suomijoje, 53 — Danijoje ir
: -] daugiau nei 75 — DidZiojoje Britanijoje. JOsu
patogumui Handelsbanken yra jkares net 35 filialus ir kitose pasaulio

Darbo laikas

Pirmadieniais -
Ketvitadieniais
9:00-17:00

Penktadieniais ir
prie&&ventinémis
dienomis dirbame viena
wvalanda trumpiau

Kontaktai

Svenska Handelshanken
AB Lietuvos filialas

Reg. numeris 302250781
SWIFT/BIC: HANDLT2X

Gelezinio Vilko 18A
LT-08104 Vilnius

Tel.: +370 5 270 5903
Fax:+370 5238 8994

El. pastas:
vilnius@handelsbanken.It

»

m
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Internet banking system — 64%

Handelsbanken

Banking Operations

67%
Page layout

100%
Navigation I 56%

Text readability

| 33%

0% 10% 20% 30%  40%

50% 60% 70% 80%

90%  100%

Higher figures represent better results
Positi

e  Fields with incorrectly entered data are displayed correctly.

Negativ r not

More functionality ineeded.

Li English
Informacija ir mokejimai Nustatymai | Administratorius

T Saskaitos iSrasas

_Suvestiné apfvalga Saskaita: LT272120083000005925 « Valiuta: Visos valiutos

_Saskaitos iSrasas Greiti laikotarpio pasirinkimas Laikotarpio pasirinkimas:

—_— Laikotarpio pradfia

Valiutos kursai Vakar Pragjusi savaite Pragjes menuo {MMI:M r:m dd) 17.08.2010
Mokéjimai

AT Ml e Siandien Sisavaits Sis ménuo

Tarptautinis mokejimas

Laikotarpio pabaiga

(MMMM.mm.dd) 18.08.2010
1&rade parodyti tik:
MNeatlikti pavedimai DERSL

7 pajamas ¥ [5laidas
Mokéjimu importas

FORNINEEEEN - pasininkti formata - =
Valiutos konvertavimas

MNustatyti mokejimai

15saugoti israso byl

® 2008
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12.5 Individual test results for Latvian banks

DnB Nord banka - 71%

Public website - 81%

DnB NORD BANKA

Homepage 60%
Page layout 60%
Navigation 80%
Text readability I 83%

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

Higher figures represent better results
Positiv r not:

e Itis possible to access homepage from any page in the PWS.

DnB NORD pasaulé | Valodas / Language | DnB NORD meitas uzpémumi m DnB NORD Banka

E 3
L
»
R o
INORD
eps vards Parskaitijumi Flee
Demonstracia Palidzba listofani PIEVIENOTA INFORMACIJA
Velies padarit savu ikdienu Ertaku, ietaupet savu laiku un naudu? B —
DnB NORD Banka piedava atri un vienkarsi veikt N a&fl Calbos o
. i}  NORD ol ylenkars - ontu apkalpozanas un karSu
B AR St nepieciesamos maksajumus un parskaitijumus gan Latvija, ontu apkalaefanas un kas
Norakini

Izmantojot DnB NORD Bankas piedavatas norkinu iespéjas, Tu
& [l wvari izdevigi veikt reqularos maksajumus vai automatisko
. rékinu apmaksu. Turklst paéi izdevigi i veikt Express
Automatiska rekinu

parskaitfiumus droda un pastavigs korespondentbankuy - vadoo
aomaksa rumleti i - LIS

¢ All major options are visible on the homepage.

@ DnNBNORD Canka

¥4

-
PUBLI C

J

BeSesl| TAVEJIE IR TUVAK
B NEKA TEV SKIER

KARJERA DB NORD -

ol

Rarke condbefivey LATVLA 10 min, J

Ppp—— UELBRITANUA 10 min,

e Thereis a limited amount of text in text blocks.
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2 X

JAUNUMI

111.08.2010
DnB NORD Banka atkl3i jaunc centralas
administracijas Eku Skanstes iel5 12
102.08.2010
DnB NORD Banka izsniedz vairdk neka
100 hipotekaro kreditu ménesi

129.07.2010
DnB NORD Latvijas barometrs”: taupot
uz kultdras rékina, iedzivotaii brive laiku
pavada pie televizora

iNORD
leejas vards

Demonstrciia Palidziba lietoSana

KARJERA DnB NORD
Darba piedavaiumi

INSTRUMENTI

Pieteikumi 112.07.2010 _ _

Cenradic DnB NORD Bankas darbibas rezultati

T 2010.gada pirmaijs pusgada

Dokumenti

Kalkulatori % Apskatit

Noteikumi
AUTOMATISKA REKINU APMAKSA
Izvélies apmaksat rékinus automatiski un —
netraucéti izbaudi savu brivo laiku! Visatrak un
értak to var noformét internetbanka iINORD!

Negative user notes
e The left menu could be smaller.
Internet banking system - 61%
DnB NORD Banka
Banking Operations 50%
Page layout 50%
Navigation 78%
Text readability I 67%

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

Higher figures represent better results
Positive user notes

e Incorrect fields are highlighted in a convenient way.

Negative user notes
¢ The left menu could be smaller.
e  The number of steps needed to complete transfer is not clearly seen.

e The cursor is not placed in the first data entry field.
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Norvik banka - 73%

Public website — 87%

NORVIK BANKA
Homepage 100%
Pagelayout 100%
Navigation 80%
Text readability | 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results
"
e Very nice and easy-to-use sitemap.
Negative user notes

e Too much white space. The from could be aligned left.

norvim ka EI' Nauda aug tikai istaja viota;ﬁ 18.08.201009.40 0 ueis
t d

English = Konti » Maksdumi/ Dokumenti »  Tirdznieciba | investicias s Pakalpojumi s Zigojumi »  Uzstadijumi

SRHA ELIA - lekSbankas maksajums Hiients: C10061 | Palidaiba | Drukst
Arhivs
MNeparakstitie dokumenti Sablons -

Dodomriod s Sottout Dokuments Nr. 15 Datums 18 v Auusts - w0 -
* lekibankas maksjums.
Maksathja konts  LVISLATBODD2020710154 (Ls) MUL -
Aréjais maksajums oS Summa 000 s .
Aréjais valitas makssjums
Sapéméjs [ Parskaitijums uz saviem kontiem
Konverticia
= SBQEME konts
Mariindis darjums
Redistriciias numurs!
Ordera apliecindjums Personas kods
Ivietot depozity Rezidence  LATVIA-LV -
Teksta zigojums Maksduma kods T
Homundlie maksajumi
- Detajas
Ziro maksBjumi ]
Nosaki Saglabit ki Sablonu Satlona nosaukums
‘& robezas! | Sattons piesjams nantoBana W-BANKA
] Nosdft Tsanu par & maks3juma sekmigu icpiidi
_ FYRNTIN Caralsit
_lekibankas maksSiums
H 0,
Internet banking system — 58%
NORVIK BANKA
Banking Operations 33%
Page layout 50%
Navigation 67%
Text readability I 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positive user notes

e Page layout looks better than public site.

Negative user notes
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e  Links are the same, which might be confusing.
e Example values are not displayed in form fields.
[ )

Fields with incorrect entered values are not highlighted.

EE -].'(' A&_H.B:M-Jmummmmmn. 208 2010 235 B ireija
NOrviKDanke -
Erqrin [2:2 g5 = Honli = Makshjumi) Doksmenti s Tirdmieciba | invesiiciias = Faialpofemi = Zigojmi  Uzsiddumi
—i — — — ——
——————
R ELiA, - Visi konti PedBjais sishbmas apmekitums ks vedkis 020832010 204 Hiianis: 156651 | Palldxiha | Druk
Bpasiny koan [T
Hordkinu kot Eonia sumurs Eoata waliia Tekodals atlums Prazjamats afilbums L Hreditiinijas atkums
Mesnbigina kb Bard 1] LVPSLATRONO2I207 10154 l Ls 20.00 2000 000 0.0
Alzdevama howl Hopt Ls = 2000 2000
D poaitu kondl
Markniie kosi
[e—— Meniking Kariu Koss Parads
Trasta koat Kot Hartes s - Teknbais Razariiia e Piojamais
NS nesaulums e e atikums sUmma P ceerdraits
T— alkkirc
Honia izraksis 1 LVERLATEOROT 111170442 i Ls o0 o L2 a0
WEAElchon 4078 BTN ARG EERL  Akha
\isa Danka
w1 1l il 1 Hop# Ls - 0.00 0.0 [iE] 0.0
ﬁ norvikbarik:
Airdevuma kontl e
; Tk oo Al
& mEfhanigs makssums . [TETY Sanima .
o ot Fenta sumurs Alzdeama Gps Liguma remurs Waldia atBums adfums Pirslaiife procent
A iz m: m!
» Komedidia I 2742156347 | Cwerdmds Ls nob noo e
. ot o
v S P Haod Ls = nob
IlOI‘V]Eb_a\Hka A@LM-B“I‘: Jizsu personiga mobila banka. 02.08.2010 20:38 B izeja El
Enalish Ho-pyeckin = Konti » Maksdjumi/Dokumenti = Tirdznieciba | Investicijas = Pakalpojumi = Zinojumi = Uzsiadijumi
= —————— = e =
SIRHA ELINA - Aréjais maksajums latos Klients: C19961 | Palidziba | Druk]
Arhivs
Neparaksfitie dokumenti Sablons -
Dokumentu Sabloni Dokuments Nr. 5 Datums 2 ~ Augusts ~ 2010 -
lek$bankas maksajums
_ Prioritite  Standarta -
 Argjais maksajums latos
Konts  LV79LATBO002020710154 (Ls) -
Argjais valitas maksjums summa 000 | Ls
Konvertacija Sanéméjs
Mariinals darjums sageméja konts
Ordera apliecinajums Sapémaja banka
Izvietot depozitu SWIFT kods
- R a numurs/
Teksta zigojums Personas kods
Komunalie maksajumi Rezidence LATVIA - LV -
Ziro maksajumi Maks3juma kods -
Detalas
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Latvijas Krajbanka — 69%

Public website — 81%

Latvijas Krajbanka

Homepage 60%
Page layout 60%
Navigation 80%
Text readability I 83%
T T T T T T T T T 1

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

Higher figures represent better results

Positive user notes

e Very convenient and useful navigation panel. It is possible to open third and fourth-level
pages from any page by expanding/collapsing top categories (rather than visiting a top
category page and only afterwards getting access to its lower-level pages).

Privatpersonam fnobanka

b Go

& pzintara komplekts Dizkarte
B Atbalsta komplekts
 Lietigka cllveka komplekts

O specialais piedavajums
studentiem

Dizkarte - karte ar regularu ikménesa atmaksu
I Noguldisumi

] iskie norEkini 32 305 vélaties justies brivi un parliecinati visdaz3dskss
Ll 3 d 5 Latvijas Kedjbenkes petiriga kreditkarte ir

Jums.

E Norekinu kartes
@ Kartes pie norékin konts

Diskartes flozohija ir ietverta bankas pirlieciba par uzbicby
savu Kiientu kompetencei un pieredzei - ta orientéta uz
cilvekiem, kas gudri plano dzivi, redzot gan savas iespajas uz
laiku iegdt papadiidzeklus, gan Bnot, ka driz vien ztErsto
naudas summu varés atdat.

@ Kartes pie krijkonts
D Kredithartes
2 piikarte

Atlaidy programma
Pakalpziumy tarif
B Kasiskis kratkartes Priekirocibas

kreditkanes Dizkartes lietotajam ir pieejoms kredita kmits: minimalais - LVL 150, maksimalais - LVL 2500;
reditkartes Ar Difartes kalkulatory iespajams aprékingt ikménesa mokssjuma lielumu;
IEts kredita atmaksas grafiks. Jums ir iespgja izvaleties sev Ertako ikmeéneda atmaksas datumu - 5., 10.,15., 20.

ity Teavallar
rican Exprass
@ Droks pirkems intemats

Pickortel ir izdevigi kartes izdo%anas un apkalpoanas tarifi - kartes noformé&sana un zsmegsana bez maksas,

Latvijas KrEjbankas bankas sutomatos J0s varat veikt TELE2, Lattelecom, LMT rikinu apmaksu bez komisijas
Bankemity tkla karte imaksas;

Jautzumi un acbildas Latvijas Krajbankas bankas automatos J0s varat uzzindt sava konta atiikumy un izdrukst parskaty par pedejiem 5
Vispanigie tarf [darijumiem ar karti;
Darumu limiti G5 varat pieslégt Online banky, Mobilo banky, Telefonbanky;
05 datu azsardzivas iespéjas iepérkoties internetd, Zmantojok servisu Drods pirkums internetd;
& western union © Savu atjaunotu karti Jis varésiet sagemt pa pastu Latvijas teritorija.
B Nor&kini

Lai noformétu Dizkarte pic kreditkartes konta minimaliem ikméneza ienskumiem ir 33b0t 250 LVL.

Negative user notes

e The 'Fees’ section is located at the main page’s bottom, so it is more difficult to find it.

¢ Animportant bank term (‘Compensation certificates’) is not explained; however, it is used in
a table.

Internet banking system — 58%

Latvijas Krajbanka

Banking Operations 33%
Page layout 75%

Navigation 56%

Text readability l 67%

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

Higher figures represent better results
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o

e Space is used efficiently.

Negativ r not

Menu items’ and pages’ titles differ, which is potentially confusing for a client.

ZTN varvipas 6 KRABANKA
nlinébanka ¥
o Zinojumi | sihaerna  [ETEH
AKSAIUMI E - PAKALPOJUMI _ KREDITI ZINOIUMI
Noguldijumi Iesniegums valsts fondétas pensijas kapitala lidzeklu 18.08.2010
parvalditaja un ieguldijumu plana izvélei/ maipai

* Likmes

i Vards, uzvaeds: Etina Sirlha Talruniz: 29804773

+Jauns Fgums

- Parsonas kods: 091289-12059 E-pasts adrase:
' Kalkulatori . s "
Pensija ,
 Lidzu manu valsts fondétss pensijas kapitalu un turpmakas iemaksas valsts fond2to pensiju 1 KB Kriffond: PP 'KLASIKA' v

Vésture shéma ieskaitit: s

*VSAA pazinojumi
Vértspapiri Valsts fondéto pensiju shémasillalibnieka/-ces konta izrakstus un citus VSAA vélos sapemt

= j Online banka:
 Jaunumi .
i G
C e
-

Valsts fondéto pensiju shémas dalibnieka/-ces konta izrakstus un Gitus VSAA sagatavotos pazipojumus J0s varat sagemt ari jebkurs
VSAA nodala.

2 Fdz 3im neesmu bips/-usi valsts fondéto pensiju shamas dalibrieks/~ce, I0dzy redistr&t man par valsts fondeto pensiju shamas ]
‘dalm eku/-.

Apliecinu, ka iesnieguma nor3dRa informacija ir patiesa un ar valsts fondgto pensiju shEmas darbibas principiem esmu iepazinies/-
uses. Ar 50 piekrity, ka iesnieguma ietvertie dati tiek apstrdsti un nodati VSAA.
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Nordea — 80%

Public website — 86%

Nord

Homepage
Page layout

Navigation

ea

80%

80%

80%

Text readability

| 83%

0%

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

90%

100%

Positive user notes

Higher figures represent better results

e C(Clear and concise tables.

Starptautiskie
i

Automatiskie ua
regulsnie maksajumi

Negative user notes

& saums | | | um | | ParNorea | cenradis |

Privatoersonsm b aciumi > 43 Astamsticki un egulire
Maksjumi un » 7 = N = =

Jeaids s un reg:

darijumi

‘Maksajomi N Automatisie un regulirie maksdjumi - vaids, k3 iataupit laiku!

Automitiskie makssjumi laus aizmirst par rakiniam, savukart regulirie maksajumi - nodrodings
parskaitiumy velkEanu Jozu brivi (zvélétam un norsditam zapéméjam notelkts Iaiks un apmers.
Maksdjumus Jsu viets vaiks banka, un J0s varssiet velt laiku interasantilam aodarbim.

Tas ir érti, 31, un gl 5
Makssjuma Maksijuma Maksajuma Maksa par
summa  regularitits  sapimaje pakalpojumu

Automitiskie  Mainigs Nikamajs diend Bankas norddive Saskaod ar

imakssjumi picrilina | sadarbbas  Nordes bankas |

zapemianas  padnan

Feauliris  Nemainigs Kients Jeblur  iSaskagd ar [lespdie parskaitt
maksajumi noraditajos. vzpEmums vai jkonta atlikumu, kaz
datumos privatparsona parsniedz notaikty
summ, krdjkonts
Teguvumi

o Ta viets, lai pavadRu laiku Klientu apkalpoianas centrs apmaksfot kirtgjo rikinu, )3 to vardsiat
izbaudit kops ar §imeni un drauglem.

+ i ragulara rdkinu apmaksa intarnatbanka prasa laiku - 335 noteiki 2indt, K to pavade
Interezantsk,

+ 302 varat ietaupit af naudu - sutomatiskajiam makssjumiem ir 2em3kas komisijas maksas.

o J0s varat nopein® varak, noformajot Regulsro makssjumu — ja kenta atlkums parsniedz kenkrity
Zummu, banka var automatizki parzkaitit to krifkonts.

+ Aizmirstiat soda naudas — rakini nekad natiks aizmirsti un vienmar tiks apmaksat laikus!

+ Jos saglabasiet keatreli par savu naudu - informacija par apmaksatagem rakiniom bis redzama
konta (zrakats, ks ari - varéziet notelkt makzimalo zummu, kadu ezat gatawi izdot sutomstzkalsl
célsinu apmaksai

¢ Significant pieces of text with no important data highlighted.

O Listotinterestbanky | p InSnalish p Oepycoo: | 75 Kenab % Milaslapas celvedis | &3 Izdrukinsnu kol

O Wistotisterestbanky | | InEnclish |p Oeceveoom

@ Kenkl . Milazlasas celvedis | &5 Iadnukitsnu kopily

Uzpémumiem »

Naudas lidzeklu

& sakums | Privatpersonam | VU | Uzgémuniem | Karjera Nordea | ParNordea | Cenvacis |

Likviditates parvalde

Norgisnu kontu
atviriana

Maksgjumi

Naudas lidzaidy >
parvaldidaz

pakalpojumi
Likviditstes parvalde

Automatizataiz
naudas lidzekly
parvetanas |
papildinazanaz
pakalpojums

Uzziniet vairak

estiari no 3 Bt sutomatastoraugas
carijumu valdtam. Pieprasiet £0s risindjumus pasaules ranga -
s - jam = Nordea. e " ” sapldndianaz

pakalgoiumy
wzpamumi bidi piaprasa dadidus na
id23anns instrumentus. Més tadus ped
efektakajiem un popuidrakaiem I grupss konts, kas sastv no
l5avana konta un tam pakartotiom flizlu vai saistu uzoSmumu
ubicontiem. Visi saistito uzpdmumy ligzekli bek vitush konsolidt
[oatvanass konts.

[8is risingjums samazina nepiecieiamiby péc sizpémumiem un sniedz

lesp4ju efelaivak izmantot naudas lidzekdu parpalikumu. 303 varat
konsolicat uzodmuma idzeklus pat tad, ja stradajat ar da2adam
valitsm un vairsicds valstis, kur atrocas Nordea.

uzois

ma struktSn un darjumu apjemu)
ez palidzésim izvéléties tiesi jums vispiemérotako risindumu.

Uzziniet vairilk pa talruni 67 096 096

Internet banking system — 74%
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Navigation

Text readability

Nordea

Banking Operations

Page layout

50%

100%

) 78%

| 67%

0% 10%

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

Higher figures represent better results

o

e The number of steps needed to complete the operation is clearly shown.

Nordea™

Internetbanka

7' & Sakums | Kontl | Maksumi | Kartes | Uzir&jumi & Investicijzs | Hznémumi & Lizings | E-pakalpoumi | Fitelkumi

Beigt

B wm Palios | Sarokste | Usstidiumi | O

Maksajums starp saviem
kontiem

valitas maks3jums
Konti
Kentu parskati

N iv

maksdjums

———

Sagatavol

Maksdjuma informacija

* Obligati aizpild3miz |auki

No konta: LV27NDEADCDOCRZ786850 (0.34+ LVLI[=]

Maksatajs: Siriha Elina

Sandmeiu redistrs: 12véléties... [=]

Sapémaja saisingjums: [7) saglabat sapeméju redistra
Sapemaja konts:

SapEméis:

Redistracijas numurs [

personas kods:

Sapamaja resdences valsts:  |Latvija =]

Summa: N

Valiita: o [+

1zpildes datums: ‘10082010 5 (ddmm.aacn)

Maks Sjuma mérkis:

Maks&juma numurs:

\Araja makssjuma kods: 1zvaleties... [=] Arejn makssjumu kodi €1

¢ Highlighting fields with incorrect data would be useful.
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Parex banka — 54%

Public website — 73%

Parex banka
Homepage 60%
Page layout 60%
Navigation 90%
Text readability I 40%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

o

e  All major options are visible on the homepage

=

= Parbanty  Mediutelpa |Kontakinformacia]| Karjera Citadele internetbanka
3

Citadele I?.;vat, am |[Uzné | Kapitdla parvaldisana 4~

3ipadi termindepoziti

%

y Y
~__ '. e -

Jaunumi

Vaity kury Citadelo leguidijumu fond) Brss

3 vértba u: 0

z 10
eropes Obighei

1679 us0 . olb rtich
e Krevias Licp fonds 2111080
gada
LIBOR Bkmes (EUR, USO) 2. Gmeqa leguidijumu piini 92
Seea pllnu virta uz 31082010
Ralwuiato ensiu oo 18400
Finanku tirgus spskath Ceasele Uniershas pensi pldns  144LVL

Aktudlas vakances {§

v Autorteshes  Lagas ketolaces notekum  Konfceocaithe r

Lazas karte

e  The limited amount of text in the text blocks makes for easy reading
e Navigation is intuitive with breadcrumb.
Negative user notes

e  Could be more contrast for better visual appeal.

Higher figures represent better results
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Internet banking system — 35%

Parex Banka

Banking Operations 17%
Page layout 25%

Navigation 67%

Text readability I 33%

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

Higher figures represent better results

Positive user notes

e Error messages are displayed after incorrectly entered values, so user understands what
should be corrected.

Lidzu, norddiet maksijuma velkianas nosacljumus
o maksijums tiek veikts, neievicoiot iepriekidia Sridinbjumas nosaciumy, Par
maksijumu tiek leturdta papildu komisija. Naudas lidzek)i bis pleejfami uzreiz pdc
maksijuma izplides Bankd.
‘e maksijums tiak veikts, ievirojor ieprekidia beidindjuma nosacijumu. Par makssjumu
netiek (eturdta papildu komisia. Naudas lidzek|l bds pieejami pdc 7 diendm kopd
maksbjuma izpildes Bankd.

Summa: [oe LVL - Latvias lats :}

SANEMEIS
Sapéméja konts: fabe
atvijas IBAN sastiv no 21 zimes. Latvijas IBAN pirmas divas zimes ir "LV", levaditl
atlauti simboli: 2 b c. IBAN var saturét ciparus un lielos u alfabéta burtus.
g virde, ds/ : |52 sena

Sapéméja rezidences valsts: |y aryua

Sapémdéja personas kods/pases Nr./ uzpdmuma reg. Nr.
:

Aréjo maksijumu kods:

Pamatojums:

Soglebdt ki
a @] e o

Negative user notes
e Radio buttons are not always used for selecting one out of two choices.

e The cursor is not placed in the first data entry field and fields with incorrectly entered values
are not highlighted.
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SEB banka — 67%

Public website - 70%

SEB banka
Homepage 80%
Pagelayout 80%
Navigation 70%
Text readability | 83%
T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Positive user notes
e The differentiation of links with special symbols (document icon for a PDF file, window icon
for a new window, etc.) is user-friendly.

Negative user notes
e Text lines are too long, which slows down the reading process.

i | b an k a SIRIHA ELi!u'\ . ¥ Uzstadijumi  + Lapas karte Belgt darbu 1 sI El B

# Konti/ kartes

 Plesetiomi _| @ paiaabe

+ SMS banka Pleteikumi & Klientu centrs: &
+ Regularais iekszemes SMS bank
+ Automatiskie maksa i e +Pasts [ (5)
oM EaXIo Maka Esietvienmér informéts par norisém savos kontos! Piesledziet SMS banku.
+ Vienkardals depozits Lasitvairak >
+ Pensiju 2. imenis + Regularie maksajumi
= - gjiet Regularo 3 par fiksétu .Noderl_ga"
+ Pensiju 3. imenis maksii informacija
Vérspapiru konta Lashtvairik » # IBAN parbaude

anvériana * Valltu kursi

, leguidijumu fondu - aliski alumi — e :
pirk3anaipardoSana losIgdziet ligumu par konkréta pakalpojuma rékinu apmaksu, un turpmak rékinus no Jiisu konta apmaksas 5
EB banka. » Cenradis
>

+ Kontu kopsavilkums + Depozita atvérsana 5 =
Nosl&dziet Vienkarsa depozita ligumu Mums it SVaINS.,

+ lek§zemes maksajums Lasitvairak » Jiisu viedoklis!

#Bankas paralgy + Pensiju 2. limenis

*+ lani paraugi lzv@lieties sevvispi i planu un Siniet sev lieldku pensiju, papildus neko

+ Saisinatais konta parskats E:g'ﬁa\g’aé?»

* Iainit 3tro izvéIni

+

Pensiju 3. limenis
Papildu iemaksas pensiju 3. limeni Jums 3inds lielaku pensiju
Lasitvairsk =

Internet banking system — 58%

SEB Banka
Banking Operations 33%
Page layout 50%
Navigation 67%
Text readability l 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
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o

e Placing the cursor on the first line is convenient for users.

Negativ r not

e  Text lines should be shortenend.

e Implementing breadcrumb navigation would improve clarity.

0 SIRIHA ELINA ¥ Uzstidjumi + Lapas karte Beigt darbu
1 banka lepriek3EA piesiég3anas 0510812010 20.02 SIElB
# Konti/ kartes

[loguidumi _| @ aiiabe

+ Bankas paraugi
* lani paraugi
+ Saisintais konta parskats

# lAainit 3tro izvelni

i Individu3lais ieguldijumu portfelis
* Depoz guld s & Klientu centrs: 8
+ Dzivibas a3
Affistoties ikai un augot 3jToai, prival aktivu *Pasts 5)
* Pensija Klast par finaniu Tapéc SEB banka B 6
Jums pied3va ipadu senisu naudas parvaldiSana - iespéju izveidot savu
+ Vértspapirl
individualo i portfeli. figi no izvEIEtas i 3
Venspapiru portfelis - 3 . aklivas - masu specialisti
&lé! $3ka un, balstoties uz rlipigu analizi, !It;:’leﬂ_ga"
lis 3inas Jusu naudas i ividualie i portfeli paredzéti Kientiem, kuri vélas ieguldit informacija
Vertspapiru konta s3kot n0 250 000 eiro * Valitu kursi
atvérdana e » Kalkulaton
leguldijumu fondu F Tiakarochas porfela » Cenradis
- Individuala ieguldijumu porifela izstrade
lesnlegtie fkojumi - lespgja deledatieguidTumu IEmumu pienem3anu un darfumu veikSanu
i - Finandu tirgus analize un darfjumu formalitasu velk3ana S =
ilditie darijumi x .
L s - acijas nodokiu aci| 3 i portfela pa ietvaros ﬁz::;;f::;s{!s .
- Pieeja SEB bankas un SEB anafliskajiem materialiem g
Konsultacijas vai rekomendacijas par ienesiga portfela izveidi Jums sniegs
+ Kontu kopsavilkums SEB Wealth Mangement eksperti - talrunis 67779925,
—— -
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PrivatBank — 52%

Public website - 43%

PrivatBank
Homepage 20%
Page layout 20%
Navigation I 70%

Text readability ] 83%

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

Higher figures represent better results
Positive user notes
e  The breadcrumb navigation is convenient.

Negative user notes
e Currency exchange rates are put at the very bottom.
e  Too much white space in the middle of the screen.

e The page is too big on standard resolution(1024x768).

Internet banking system — 60%

PrivatBank
Banking Operations 50%
Page layout 75%
Navigation I 67%
Text readability ] 50%

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

Higher figures represent better results
Positiv rn

e  Cursor was always automatically placed in the first data entry field.
N iv rn

Low contrast between foreground and background, which makes reading the website more

difficult.
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TRASTA komercbanka— 59%

Public website — 67%

TRASTA komercbanka

0%

Homepage 80%
Pagelayout 80%
Navigation 70%
Text readability I 50%
10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Positive user notes
e Text lines have appropriate length.

e Important items are on the top half of the page.

¢ No horizontal scrolling on standard resolution.
Negativ r not

Internet banking system - 52%

Higher figures represent better results

Radio buttons are not always used when user has to select one option from two choices.

TRASTA komercbanka

Banking Operations 17%
Page layout 75%
Navigation 67%
Text readability ] 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Positive user notes

e White space in IBS is moderate.
e Breadcrumb navigation is very convenient.
Negative user notes

e Some text lines are longer than 75 characters.

Higher figures represent better results

e Number of steps needed to complete a transfer not shown.

e Cursor is not placed in the first data entry field.
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LTB Bank - 67%

Public website — 63%

LTB Bank
Homepage 80%
Pagelayout 80%
Navigation 70%
Text readability I 67%

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

100%

Positive user notes

e  Very efficient use of white space.

Negative user notes

e Too long text lines, which slows down the reading process.

Internet banking system — 63%

Higher figures represent better results

LTB Bank
Banking Operations 33%
Pagelayout 75%
Navigation 78%

67%

Text readability

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

90%  100%

Positive user notes

e  Attractive layout.

Negative user notes

Higher figures represent better results

e There are several cases where large amounts of text are given without any important data

being highlighted.

e Text and background contrast could be improved.
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GE Money bank —

Public website - 86%

71%

GE Money Bank
Homepage 80%
Page layout 80%
Navigation 80%
Text readability | 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Positive user notes

Higher figures represent better results

e All files that contain relevant information (terms and conditions, application forms, etc.) are
gathered in separate pages named “Documents.”
y Pycoaill | Engleh
(@n GE Money Bank ,
LN 6 ein ceonune Ly I ETTY b |
- PRIVATPERSONAM UZNEMUMIEM Tarili Asset Mansgemant GE Meosy Pensia  Par rums  Kontatti
TPASIE PIEDAVAIUMI NOGULDLIUMI MAKSAJUMU KARTES KREOITI ATTAUNATIE NOREXINI CITI PAKALPOJUMI
R Apdrosindsana
kartes Sanemiet satriecosus nosacijumus
i s celojumu
Papildus pakalpojumi i L X
Anbvipiiony apdarosinasanai,
wea
Priority pass noformgjot GE Money Bank kreditkarti,
Dokument un celojiet drogi visu gadu!
."’fmr loney Bank kariy
& Tt GE Money Bank piediva kredikarsy betotijem izmantol cejoumy 8
» Kontsitforma veseibo, rdiskie pakaloumi ce transportn negadis
Apdrodnddanas pstaboum r spékd visd pasault
c 2voniet mums 1878 va
{+37116-700-18-78 « Standard proqram
+ Gold programma
+ Platinum programma (MS we
N iv rn
e Too long text lines, which slows down the reading process.
[ ]

No breadcrumb navigation.
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Internet banking system — 57%

GE Money Bank

100%

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

Banking Operations 33%
Pagelayout
Navigation I 44%
Text readability l 50%

90%  100%

Higher figures represent better results

Positive user notes

e Radio buttons are used effectively.

@ GE Money Bank Bankas laiks: 20090

etdjals lalks: 2000

KONT!I MAKSAJUMI NOGULOLUMI Kreoim 'DOKUMENTI KONVERTACUA KATALOG!

Izvélieties kontu, no kura notiks parskaitijums

Registracijas datums

Maksajuma#:
Komunaie < (9999/mmida)
dih ; Konts: VL LV11BATRO0S1A50857200 v Pieejamais atiikums:
Summa:
Latos
alitas Sapéméja dati
Sapéméjs:

 NO KATALOGA
Sagéméia banka:

Bankas kods

Sapéméja konts Sapéméja PK/LUR / nodoklu kods:

sagéméia valsts kods:

Pasts: Maksajuma mérkis
© Neizlasiti 0

2variet mums 1878
c +371) 6-700-1878

 APMAKSAT | 3 ATCELT

No 01.09.2007. kiientiem ~ rezidentiem visi rikojumi, kas parsniedz LVL 5
Kalkulatoru vai Virtualo Digipass.

00 - 2009 Baltic Technology Group v 2.4.4.002

N iv rn

enai operacijai un LVL 20°000 diena (vai ekvivalentu summu cita valiita), jaautorizé, izmantojot Digipass

e Headings in the nagivation menu do not match the headings in the top menu, which is

potentially confusing for a client.

e Low contrast between foreground and background, which makes reading the website more

difficult.
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Swedbank - 76%

Public website — 86%

Swedbank

Homepage
Pagelayout

Navigation

80%
80%

80%

Text readability

} 83%

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

Positive user notes
e  All major options are visible on the homepage.
e Limited amount of text in text blocks.

Negativ r not

e Text lines tend to be too long.

Internet banking system — 66%

Higher figures represent better results

Swedbank

Banking Operations 17%
Page layout

Navigation

75%

89%

Text readability

| 83%

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

60% 70% 80% 90% 100%

Positiv rn
e Check boxes are used for multiple selections.

Negative user notes

Higher figures represent better results

e  Cursor is not placed in the first data entry field and fields with incorrectly entered values are

not highlighted.

e Values are not displayed in form fields.

e Radio buttons are not always used when the user has to choose one out of two choices.

e The number of steps needed to complete transfers is not displayed.
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Latvijas Biznesa Banka — 61%

Public website - 51%

Latvijas Biznesa Banka
Homepage 80%
Page layout 80%
Navigation 40%
Text readability l 50%
T T T T T T T T T 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Positive user notes
e Tables are very clear and concise.
v / Park Dirdo:‘! = RUS # ENG
" TERMINNOGULDIJUMA g%?’ VELIES UZZINAT, f,';ﬁ ;‘mo el ARR HepeaASHTOR
KALKULATORS & PAR KADU SUMMU TU VARI PALIELINAT SAVUS IETAUPUUMUS? DD =
LATVIJAS RUB 0.01
BIZNESA BANKA mekiet ok
klientiem Par banku
Attistiba Korespondentbankas Finaniu informécija Informécija par Banku Jaunumi Tarifi
Parastais Terminnoguldijums 8 &=

Cenradis

Spéka no 2010.gada 12 jalija.

07.07.2010.

Gada procentu likmes

» Internetbanka

» Krjhonts

» Parast Fiziskam personam LvL uso

Termignoguidiums
» Atvértais termignoguldiums
» Pingadbas noguidiums

» leguidiumu fond:

1ménesis 1,00% 080%

» Trasta pakalpoumi

» Brokeru pakalpojumi 3 ménesi 3,00% 2,00%
» Maestro pensijas karte
» Maestro 360 % 3,00%

6 ménesi
» MasterCard Standard

» MasterCard Gokd

N iv rn

e No 'Home’ text link, only a clickable logo.

¢ No link to the ‘Contacts’ section, only the phone number and e-mail address.

Apstiprinats ar Akiivu un pasivu panvaldianas komitejas protokolu Nr. 25.2-1/31 no

Minimala sakotnéja noguidjluma summa: 50 LVL; 100 USD; 100 EUR.
Visus procentus un noguldjuma pamatsummu Jas sanemat termina belgas:

EUR

1,00 %

240%

360%

e Large pieces of text have no important information highlighted.

e The same web browser page title is used, which prevents search engines from discriminating
between webpages as well as making it more complicated for customers to bookmark

webpages.
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Internet banking system — 71%

Latvijas Biznesa Banka

Banking Operations 67%
Page layout 100%
Navigation I 67%

Text readability

| 50%

70%  80%  90%  100%

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

Higher figures represent better results

Positive user notes

e The cursor is automatically placed in the first data entry field.

Negative user notes

e Low contrast between foreground and background makes reading the website more difficult.
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SMP Bank — 72%

Public website — 78%

SMP Bank
Homepage 40%
Pagelayout 40%
Navigation I 88%
Text readability l 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results

Positive user notes

The link to a PDF file is marked with a PDF icon, which is very convenient and helps customers
differentiate between links to other pages and links to downloadable files.

Negative user notes

Navigation is difficult due to panel with no differentiation between upper and lower level
pages and too much white space.

e Menu items and pages have different titles, which is potentially confusing for clients.

Internet banking system — 66%

SMP Bank
Banking Operations 40%
Pagelayout 100%
Navigation I 56%
Text readability I 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results

e The layout is attractive.
Negative user notes
e Low contrast between foreground and background, which makes reading the website more
difficult.
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Regionala Investiciju banka — 49%

Public website - 59%

Regionala Investiciju Banka

Homepage 40%
Page layout 40%
Navigation I 90%
Text readability | 40%

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

90%  100%

Positive user notes

e When the mouse is over an image, hand icon appears.
e  Breadcrumb navigation is present.

Negative user notes

e Low contrast between text and background makes for strained reading.

Higher figures represent better results
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Internet banking system — 39%

Regionala Investiciju Banka

Banking Operations 17%
Page layout 50%
Navigation I 56%
Text readability 33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

100%

Negative user notes

Higher figures represent better results

e  The number of steps needed to complete transfer is not clearly seen.
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Danske Banka — 57%

Public website — 73%

Danske Banka

0%

Homepage 60%
Page layout 60%
Navigation 80%
Text readability I 83%
10% 20% 30% 40% 50% 60% 70% 80% = 90%

100%

Positive user notes

e Convenient menu is in the left side of the page.

Negativ r not

No breadcrumb navigation.

Internet banking system — 41%

Higher figures represent better results

Danske Banka

Banking Operations 33%
Page layout 25%
Navigation 56%
Text readability ] 50%
0% 10% 20% 30% 40% 50% 60% 70% 80%  90%

100%

Positiv rn
¢ Navigation panel in the left side of the IBS is very convenient.
Negative user notes
e Radio buttons are not used where choice between two options offered.

Incorrectly entered data fields are not highlighted.

Higher figures represent better results
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Handelsbanken — 52%

Public website - 55%

SvenskaHandelsbanken

Homepage 80%
Page layout 80%
Navigation 60%
Text readability I 45%
0% 10% 20% 40% 50% 60% 70% 80% 90%  100%

Negativ

Internet banking system — 49%

r not

Higher figures represent better results

The PWS is very basic and lacks most of the important information.

Mistakes in text alignment.

No breadcrumb navigation.

No site map.

Svenska Handelsbanken

Banking Operations 33%
Pagelayout 50%
Navigation 44%
Text readability I 67%
0% 10% 20% 30% 40% 50% 60% 70% 80%  90%  100%

Higher figures represent better results
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o

Clearly highlighted fields with incorrectly entered data.

Aleksejs Kolpakovs 29.07.2009 12:58:41

levaditi nederigi dati!
Informacija

No-pycckn | In English

_Kopsavilkums

lek§zemes maksajums
Konta izraksts

o lzvéleties definéto maksajumu: ;
Konta izraksts (péc atlases
-iELE Dokumenta numurs: 1
Valdtu kursi
Maksajumi

Maks3juma datums: 29.07.2009
lek3zemes maksajums

(dd.mm.gggg)

Maks3jumaveids: @ Standarta () Steidzams
Starptautiskais maksajums _ _

Maks3jumu saraksts

néméjs (vards,uzvas

Definétie maksajumi

«Sanéméjs» nevar bat tukss(i)

Sanéméja rezidences valsts:  Latvija- LV

Sanéméja reg.nr./pers.kods/ pases nr..
Maksataja konts: ~ LV78HAND0008300002182 ~

Pieejamais atlikums Pieejamais limits Sodien atliktie maksajumi
Konta pieejamie lidzekli: o

037 2000.00 0.00

Summa: LvL

«Summa» nevar bat tuk3s(i)

Argjo maksajumu bilances kods: - izvélieties arjo maksajumu bilances kods - v

Informacija sanéméjam :

«Informacija» nevar bt tuk3s(i)

Pievienotvai atjauninat ka definéto maksajumu: ||

Saglabat maksajumu saraksta

©2008

All available operations are easily found, however there are very few of them.
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Latvijas Hipoteku un zemes banka - 62%

Public website — 82%

Latvijas Hipoteku un zemes banka

Homepage 80%
Pagelayout 80%
Navigation I 80%

Text readability

| 67%
1

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

Higher figures represent better results

Positive user notes

e Website is well organized with navigation menu on the left side.

Negative user notes

e Web page is extremely slow (more than a minute to load one page).

Internet banking system — 42%

Latvijas Hipoteku un zemes banka

Banking Operations 33%

Page layout 25%

Navigation l 44%

Text readability

| 67%

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

Higher figures represent better results

Negative user notes
e  Banking operations lacks in functionality.
e Menu is too small in IBS.

e Basic user information and account balance pages are not provided.
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Latvijas Pasta Banka - 58%

Public website — 70%

Latvijas Pasta banka

Homepage 60%
Page layout 60%
Navigation | 70%

Text readability ] 83%

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

Higher figures represent better results
Positive user notes

e  Good change of text links on mouse over

e Important data is highlighted and text is easy to read
Negativ r not

e  Major options are not visible much on the homepage.

¢ No breadcrumb navigation makes using the site much difficult to navigate.

Internet banking system — 45%

Latvijas Pasta Banka

Banking Operations 17%

Pagelayout 75%

Navigation I 56%

Text readability I 33%

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

Higher figures represent better results

Negative user notes

e  Fields with incorrected values are not highlighted.
e There is no high contrast between text and background, not easy to read.

e While making the opreration there are no steps included to complete operation.
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12.6 Individual test results for Estonian banks

Eesti Krediidipank - 60%

Public website - 69%

Kredidipank
Homepage 100%
Page layout 60%
Navigation l 50%
Text readability ] 67%
0% 10% 20% 30% 40% 50% 60% 70%  80% 100%

Positive user notes

e Link differentiation is useful for customers.
e  Use of white space is moderate.

Negativ r not

e Important items are not located in top center.
¢ Navigation panel layout is confusing.

e Image link is not clickable.

Internet banking system - 51%

Higher figures represent better results

Kredidipank

Banking Operations 33%

Page layout 75%

Navigation

Text readability

| 24%

| 83%

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

o

Higher figures represent better results

e Use of white space is moderate.

Negative user notes

e Active menu links are not highlighted.
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-@l Krediidipank

Yaljumine

€ kalkulaator
Kontoinfo

Kontode jaagid

Valjavotted

i-panga abitelefon: 669 0966

UUED TEATED JA ERIPAKKUMISED

Korraldus (Sastja:PANK, )
Salasdna vahetamata

Te i ole iskiku vBtme salaséna muutnud vimase poole aasta jooksul (vBi on Teil ajutine salasna). lsikiiku vétme turvalisuse tagamiseks muutke salaséna
esimesel viimalusel vajutades sia!

Tehingud

Pangasisens.
makse

Eestisisene
makse

Valismakse

ML cad ot

valuuta

konverteerimine

staatus
Teenused
Eripakkamised

orraldused
imaksed

Hoiused
Laenud
ShSTteenus)
e-teenused
e-arved
Jeated
Seaded
Tavamaksed

Salastona

[Valuuta konverteerimine]

‘42?880821!!703, SULG MADIS, Kasutatav:9.99 EEKIZ'

Konverteerimine algatada kontolt:

Kontolt vitta summa:

L]

‘42?880821!!703, SULG MADIS, Kasutatav:9.99 EEKlzl

Konverteerida valuuta kontole:

Kontole panna summa

L]

Valuuta todtlemise hetke il Orienteeruvad kursid leiate Krediidipangs koduiehelt (vajuts siia).
Summade puhul die 100 000 EEK ekvivalendi, leppige konversiooni sooduskurss kokku telefonil 668 0943.
Eesti Panga tanased valuutakursid leiate Eesti Pangs koduleheit (vajuts sis)

foonide tostiemine toir 5P kel .00-16.00.

Salvesta valuuta konverteerimine
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SEB - 68%

Public website — 78%

SEB
Homepage 100%
Page layout 80%
Navigation 50%
Text readability I 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results
Positive user notes

e Homepage is accessible from every page.

e Visibility of text is good.

e  Use of white space is moderate.
Negative user notes

e The menu does not change when a mouse is overhead.

Internet banking system - 57%

SEB
Banking Operations 50%
Pagelayout 50%
Navigation 67%

Text readability I 83%

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

Higher figures represent better results
Positive user notes
e Use of white space is moderate.

Negative user notes

e Highlighting or underlining is missing for an active link.
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Swedbank - 75%

Public website — 81%

Swedbank
Homepage 100%
Pagelayout 80%
Navigation 50%
Text readability | 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Positive user notes

e All major options are visible on the homepage.

e Thereis a limited amount of text in text blocks.

Igapaeva- Laen, lising, Investeerimine, Vara-ja
Swedbank e pangandus krediitkaart sadstmine, pension  elukindlustus
ENG | RUS | Prindin Otsing Q)
MINU PANK - )

Personaalsed pakkumised

Valuutakursid

Minu kontaktid ja seaded

HEA TEADA
Uudised, blogi ja Twitter

11.08.2010 14:23:4%

Kliendiprogrammid

Hinnad ja kursid Ostukurss

Eesti Panga kurss

Valuuta Sularaha Ulekanne Ulekanne
Intressimadrad AUD (Austraalia dollar) - 10.75200 - 10.96850 10.33100
Laenu ja lisingu intressimddrad BGH (Bulgaaria lev) - 7.96300 - 8.03250 8.00096
Fondiosakute hinnad CAD (Kanada dollar) s 11.49300 s 11.68950 11.56390
Aktsiate hinnad CHF (Shveitsi frank) - 11.31950 - 11.48050 11.36460
Pangakanalid ja -kontaktid CZK (Tsehhi kroon} 062230 062290 053850 063545 063106
Kalkulaatorid DKK (Taani kroon} 2.08400 2.08950 2.11200 2.11100 2.10035
Eleenused panga kaudu EUR (Euro) 15.57000 15.62000 15.69900 15.67350 15.64660
Annetuskeskkond GBP (Inglise nael} 18.71850 1372300 19.06700 19.04300 12.88530
Euro ja pangandus HRK (Horvaatia kuna} - 2.13450 - 2.19950 2.16705
OLULINE INFO HUF (Ungari forint) = 0.05465 - 0.05810 0.05549
Turvalisus ja abi JPY (Jaapani jeen) = 0.14035 = 0.14325 0.14039
Privaatsus LTL (Leedu litt) 4.50000 451800 4.56600 454550 453157
Panga tingimused LWL (Lt latt) 21.89750 21.97400 2227200 22.19500 22.08850
NOK {Norra kroen) 1.93850 1.84300 1.87200 1.97100 1.96294
PLN (Poola Zlott) 388650 386750 395950 3.93400 391508
RON (Uus Rumeenia leu) - 3.63550 - 3.74500 359443
RUB (Venemaa rubla) 0.38990 0.39440 0.40570 0.40120 0.39831
SEK (Rootsi kroon) 163400 163850 165050 1.66000 165202

Negative user notes
e Links are not differentiated.
e No breadcrumb navigation.
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Internet banking system - 69%

Swedbank
Banking Operations 33%
Page layout 75%
Navigation I 56%
Text readability ] 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

100%

o

Higher figures represent better results

e Link names match with their destination page’s headings.

Negativ r not

e Low contrast between text and background.

e Links are not differentiated.

Viljun

Swedbank e

KONTOINFO
Koondviljavbte
Konto viljavate
Kontojask

Tuludeklaratsiooni andmed

MAKSED
Siseriiklik makse

Masratud maksed

Minu otsekorraldused
i

Suletud ﬂgun
Pasikorr; s

Vilizarveldused

E-arved
Valuutavahetus
Tsekid
PANGAKAARDID
Deebetkaart
Krediitkaart
Turvalised ostud internetist

Madis Sulg

Erakliendi Laen, liising, Investeerimine, Vara-ja
avaleht krediitkaart saastmine, pension elukindlustus
ENG | RUS | Prindin Otsing @

Uus otsekorraldus

Lepingu tingimused

MAKSE SAAJA

Leping on sélmitud

Sizestage otsekorralduspartneri nime kolm esimest tahte — nii

leiate soovitud saaja kiiremini.
Saaja otsing

Koik =aajad

26, JUULI 11 NARWA

26, JUULIT NARVA,
26.JUULITN S

26 JuuLizr

3D CONSULT
AHTAMMSAARE PST 41

[m] »

Otsetee kdige populaarsemate
otsekorralduse saajateni

AABERG KONSULTATSIOONID
MOBIILITEENUSED

Kiirteade
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Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Marfin Pank Eesti — 55%

Public website — 58%

MARFIN PANK

Homepage J 0%

Page layout 80%
Navigation 70%
Text readability | 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Positive user notes

Higher figures represent better results

e Appropriate text line lengths uniformly used.

e  Well-organized site map.

e Important data is highlighted and links are differentiated.

Negative user notes
¢ No clickable logo.

e Private, corporate

customer button missing.

Hoiuste
intressimaarad
Toodete tingimused
Hinnakiri
Valuutakursid
Kontaktandmed
Kirjuta meile

Avalikustatav teave

Toodete
tingimused

MARFIN PANK EESTI AS-i iildtingimused
Arvelduslepingu iildtingi d
ksetehi ise tingimused (arvelduslepingu iildti
lahutamatu lisa)
Tahtajalise hoiuse tingimused

P o L === q

MaksetSekkide vastuvétmise iildtingimused
Vaartpaberite arvelduslepingu tingimused
Vaartpaberite tehi r lepi iildti
Kliendi korralduste parima taitmise reeglid
Kliendi varade hoidmise ja kaitse
Vaartpaberite kirjeldus ja vaartpaberitega seonduvad riskid

Infor i T isfondi d tul investorkaitse kohta
MARFIN PANK EESTI AS-i huvide konflikti vdltimise korra kokkuvétlik
kirjeldus

!Ankeet klier!di jakoh j?

ina anucta o,

ted
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Internet banking system - 51%

MARFIN PANK
Banking Operations 50%
Page layout 75%
Navigation I 67%
Text readability ] 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Higher figures represent better results

Positive user notes

e Radio buttons are used for selecting one out of two choices.
e  Cursor is placed in the first data entry field.

Negative user notes
e No check boxes for multiple sections.

e  Unfamiliar font.
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Tallinna Aripank AS — 67%

Public website - 70%

Homepage
Pagelayout
Navigation

Text readability

Tallinna Aripank

67%
60%
70%
| 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

r not

Higher figures represent better results

e Text readability is solid

e  Good contrast between text and background is used

e PWS has descriptive page titles

N K

TALLINN BUSINESS BANK LTD.

Arikliendid

EE | RU | EN @ internethank

otsing &, |
Erakliendid Hinnakiri Info Liising

Erakliendid = Hoiused > Tahtajaline hoius

= Uldtingimused
£ Internetpank
£ Kontod ja arveldused

» Konto avamine

» Kontolepingu tingimused
Intresside arvestus
Perinodilised Maksed

Siseriiklik otsekorraldus
SOK

Personaalpangandus

]

Vilisarveldused

= Arvelduste tingimused

o

Holused

Tahtajaline hoids
Sédstuhoius

Pluss (ks hoius

Hoiuste havitamine

Laenud

Laenutooted

Tingimused

Néutavad dokumendid
Kinnisvarahindajad
Kindlustusseltsid

# TAHTAJALINE HOIUS

Tahtajaline hoius (deposiit) on k8ige enam levinud rahapaigutamise viis. Paigutades vabad rahalised vahendid tihtajalisele
hoiusele saab hoiustaja viimaluse teenida intresse, mis kantakse hoiutahtaja IGppedes hoiustaja arvelduskontole Tallinna
Aripangas.

Kliendile viimaldatakse ka tahtajaliselt hoiuselt teenitud infresside igakuine valjamaks tihtajalise hoiuse lepingu kehtivusaja
jooksul

Rahaliste vahendite paigutamiseks on tingimata vaja omada pangas arvelduskontot ja s@lmida panga poolt kehtestatud
vormikohane tantajalise hoiuse leping.

Tahtajalisele hoiusele saab paigutada nii Eesti kroone kui ka vilisvaluutat Tahtajalisele hoiusele ei saa tehataiendavaid
sissemakseid

Minimaalse hoiustatava summa suuruse ja aastaintressi maara kehtestab pank
Minimaalne hoiutahtaeg - 1 kuu, maksimaalne - 2 aastat (24 kuud)

1 000 000 EEK vdi selle ekvivalenti waluutas iletava hoiuse korral kehtestatakse panga ndusolekul standardsestkérgem
aastaintressi maar.

Intresside arvutamisel lahtub pank tahtajalise hoiuse sissernr ast. Sissemakse viib teha sularahas vii dlekandega,

Intresside arvutamisel Iahtutakse valuuta liigist, summa suurusest ja hoiustamisperioodi pikkusest. Intresside anvutamisel vietakse
aluseks 365-kalendripdevane aasta

Tahtajalise hoiuse lepingu ennstahtasgsel katkestamisel on hoiustaja kohustatud kirjalikult teavitama panka vahemalt 30
kalendrinZeva enne leninau katkestamise kuunAeva

Internet banking system - 65%
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Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Tallinna Aripank

Banking Operations 17%

Page layout 50%

Navigation 56%

Text readability I 83%

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

Higher figures represent better results
e Links do not always match their destination’s page.

e Too much white space.

wilia »

ERIPANE

| RUS | ENG = Allkiisstsmats maksad: 3 =

PARINGUD MAKSED LEPINGUD VALUUTA SEADED
i rimil = Import = Allkifastamine = Tuupmaksed

Sisemaksed = Konverteerimine = Valismaksed » W&

| valislaekumiste deklarzerimina [+ ]

[éest\ Panga mi&ruse kohasalt tuleb kdik lzekunud vilismaksed, alates 50 000 surost v8i samas visrtuses summast vilisvaluutas, deklareerida (st lisada maksebilansi kood ja
malesia i)

Puuduvad deklarserimisele kuuluvad maksed.

2 Abi 2 Hinnakiri 3z E-mail: internetbank@thb.ee 3 Tel.: (372) 6688 066 3 Faks: (372) 6688 001
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Nordea — 67%

Public website — 77%

Nordea

Homepage

Pagelayout

100%

60%

Navigation

| 80%

Text readability

| 67%

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

60% 70% 80% 90%  100%

Positive user notes

e All major options are visible on the homepage.

Higher figures represent better results

& Nordea i | p InEnglish | , Do-pycern | g3 K

| “ta, Sisuksart | =4 Triki |

l’@A\talaht] Teenused erakliendile | Teenused arikliendile | Hordea Pangast |

Mordea Pangast

Nordea Pangast

Missioon ja vaartused

Kontsktandmed »
Uudised 3
Finantsandmed »

Majandustlevaated

Tes Nordeas 3

Sponsorlus

Nordea [}

Nordea Eestis

Nordes Pank Easti on Soome Nordea Panga filiasl ja kuulub
finantsk Nordea Bank AB (publ).

Nordea Pangs (endise Merita Panga) esimens kentor Tallinnas, Haru
6, avati 27. vesbruaril 1995, astal ning see oli esimene vilispanga
kontor Eestis. NOGd on Mordea Eestil ligemale 500 t86tajat, le 120

000 Kliendi ning ule 20 kontori ja tesninduskeskuss Tallinnas, Tartus,

Parnus, Viljandis, Rekveres jz J5hvis.

Kui siia lisada uha laienev sularahaautomaatide vrk, siis v8ib celda,
et Nordes teenus on mugav ja kaepsrane igaihele.

arveldamiseks

u pakume kéiki igapa
vajaminevaid pangatecteid ja -teenuseid. Neile lisanduvad pénevad
investeerimisvdimalused fondidesse, laenud, liising, garantiid ning
dokumentaalmaksed. Meie deebet- ja krediitiaarte saab kasutada
maksmiseks nii Eestis kui ka valismaal ning need toimivad kaikides
Eastis j= vSljaspool Esstit asuvates sularshaautomaatidas.

Liising-ja faktooringteenust osutab meie titarfirma Nordes Finance
Estonia. Liisingfinantseerimist pakume sdiduautode ning muude
transpordi- ja tootmisvahendite soetamiseks.

Nordea maailmas- Péhjamaade suurim pank

Nordea Bank AB finantskontserni kuuluvad Nordea Bank Finland,
Nordes Bank Norge, Nordea Bank Sweden ja Nordea Bank Danmark
ning kindlustusfirmad Vesta, Livia ja Nordea Life ning pankade
liisingu, kinnisvara ja vaartpaberitega tegelevad titarettevitted.

e Textin boxes is used sparingly.
N v rn

e Unfamiliar font is used.
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Internet banking system - 58%

Nordea
Banking Operations 17%
Pagelayout 50%
Navigation I 67%
Text readability ] 67%
0% 10% 20% 30% 40% 50% 60% 70% 80%  90%

100%

Positive user notes

Higher figures represent better results

e Clearly displays the amount of steps needed for a transactions.

Negativ r not

e Limited number of banking operations.

Nordea™

Internetipank

B % abi | post | Seaded | Truki
|‘ 5 Avaleht | Kontod I Maksed | Kaardid | Hoiused & Investeeringud | Laen & Liising | Pension | E-Teenused | Taotused |

[ ey |

Maksete otsing
Siseriiklik makse
Makse seotud kontole
Vilismakse

Makse saajate loetelu
Pusikorraldus
Otsekorraldus

E-arve

Valuutakursid

3

Siseriiklik makse

Sisestamine
Makse andmed
* Kohustuslikud valjad
Kontolt: 17002813576 (11,49+ EEK) [+
Maksja: SULG MADIS
Saajate loetelu: Vali... E|
Saaja lahinimi: [l salvesta saaja andmed
Saaja konto: *
Saaja nimi: *
Summa: *
Valuuta: EEK [+]
Maksepaev: * |25.08.2010 (pp.kk.3aaa)
Selgitus: *
4
-voI-
Viitenumber: *
Makse number:
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Parex pank — 55%

Public website — 66%

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

Parex Pank
Homepage 67%
Pagelayout 40%
Navigation 90%
Text readability | 67%

70% 80%  90% 100%

Positive user notes
e Already opened pages are not reopened.
e  Search engine and site map are provided.
Negativ r not

e  Unfamiliar font used.

Internet banking system — 44%

Higher figures represent better results

Parex Pank

Banking Operations 17%

Page layout 50%

Navigation 56%

Text readability

| 83%

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

70% 80%  90%  100%

Positiv rn
e High contrast between text and background is used

e Items on pages are aligned

Negative user notes

e Allincorrectly written values are highlighted all at once.

e Links do not look different if they open in new window.

Higher figures represent better results
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Handelsbanken — 74%

Public website — 69%

Handelsbanken

Homepage 33%
Page layout 40%
Navigation 30%

Text readability

) 83%

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

90%  100%

Higher figures represent better results

Positive user notes
e Radio buttons are used for selecting one out of two choices.
e  Check boxes are used for multiple selections.

e  Fields with incorrectly entered values are highlighted.

I Wadis Sulg ml 25.08.2010 01:55:50

Info
Koondilevaade

Andmed pole sisestatud korrektselt

e Siseriiklik makse
Konto viljavite

Filtre eritav valjavite Vali maaratud makse:  None E

Valuutakursid
Maksed Doknr. 4

Sieerikik matse Vaartuspaev. 25.08.2010 | (pp.kiaaaa)
Valismakse

Taitmata korraldused Wakse tilip: Tavaline

Maksete import

Valuuta konverteerimine
Mazratud maksed Saaja arvelduskonto nrvdi IBAN:  abcde
Pisikorraldused

Saajanimi:  abcde

Maksja arvelduskonto EEG08300008300051625 |z|

Vaba jaak Vaba limiit Ootel maksed
Arvelduskonto vabad vahendid:
EEK

3249 10000.00

Summa: abcde EEK E‘

«Saaja konto» minimaalne lubatud pikkus on &

0.00

«Summa» peab olema numbrilise vasrtusega

Selgitus:  abcde

Viitenr:  abcde

«Viitenumbers» ei vasia siandardile

Lisawbi uuenda maaratud makse

Salvesta Taitmata korraldustesse

Negative user notes
e Menu items not grouped properly.

e Text links dont change when mouse is over.
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Internet banking system — 79%

Handelsbanken
Banking Operations 50%
Page layout 75%
Navigation I 56%
Text readability I 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Positive user notes

e Contrast is good.

Negativ rn

e  Unfamiliar font is used.

AVALEHT

Handelsbanken

Esileht Erakliendid

Arikliendid

Handelsbanken Grupist

Investor Relations
Press and media
Aboutthe Group

Annual General Mesting

Handelsbanken in the
community

Social responsibility
Environment protection
Ethical guidelines
Guidelines for research
Corporate governance
Customer complaints

+

Addresses, telephone

Guidelines for investment recommendations and the
handling of conflicts of interests and conflicts
relating to analysts

Higher figures represent better results

Select language |- |

=

Lm;gm ction

andelsbanken (the Bank™) has established guidelines forthe handling of conflicts of interests
which relate to analysts and those whao, in their work, disseminate or distribute investment
recommendations and research products to the public which have been prepared by someone
else (all of whom are referred to below as "analysts™). The aim of these guidelines is to ensure
that research products and investment recommendations (collectively referred to as “research
products”) are independent, give a fair picture, and are clear and not misleading. In addition, the
guidelines aim to ensure the analysts® integrity by identifying, eliminating, avoiding, dealing with, or
making public actual or potential conflicts of interests relating to analysts or the Bank.

These rules are based on the general guidelines issued by the Finansinspektionen (the Swedish
Financial Supenisaory Authority) on the handling of conflicts of interests relating to analysts at
securities institutions, as well as its regulations on investment recommendations and the
handling of conflicts of interests. The regulations also take into account the rules for research
products and analyst conflicts from the British FSA, as well as the US NASD and SEC.

According to the Bank’s "Ethical Guidelines for the Handelsbanken Group®, all employees ofthe
Bank must observe high stands of ethics in carrying out their responsibilities atthe Bank, as well
as other assignments.

Communications with the general public, including research, must not be misleading, and strict
standards of prudence and fair behaviour must be observed with respect to them. Analysis must
ensure that they have reasonable grounds for their research products.

In research products, analysts must present facts and opinions in a proper, objective way. For
example, facts must be verified, and phrases which are exaggerated, emotive or defamatory must
be avoided; this also applies to phrases which constitute a promise

“Analysts are responsiole for the content of thefr research products, and must ensure thatthe
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DnB Nord Bank — 67%

Public website — 75%

DnB NORD Pank

Homepage 67%
Pagelayout 60%

Navigation 90%

Text readability | 83%

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

Higher figures represent better results

Positive user notes

e Links are differentiated.

e Site maps are well-organized.
Negativ r not

e Too much white space in the layout.

Est Rus Eng | DnB NORD maailmas | Sisukord DnB NORD
Arikliendile Erakliendile DnB NORD NORD intemetipank Twitter (3 | RSS W m

Sisukord

Arikliendile
* Tooted ja tesnused
» Kontod ja arveldused

» Arvelduskonto
* Tutvustus
> Hinnakiri
> Konte pidamise tingimused (pdf)
> Uldtingimused (pdf)

» Siseriiklikud maksed
* Tutwustus
> Hinnakiri
» Maksetingimused (pdf)
> Uldtingimused (pdf)

> valismaksed
* Tutwustus

» Jarelpsrimised

» Korrespondentpangad
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Internet banking system — 59%

DnB NORD Pank

Banking Operations J 0%
Page layout 50%
Navigation 44%
Text readability | 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

o

Higher figures represent better results

e All the page layout criteria were completely fulfilled.

Negative user notes

e Links are not differentiated.

No Check Boxes are used for multiple selections.

Number of steps needed for transactions not displaced.

INORD

Tere tulemast!
Viimane sisenemise kuupaev:
07/09/2010 10:55

»
»

* Konto véljavate
»

»
»

Hoiused
Laenud
Maksed

Piisikorraldused

Avaleht

DNB NORD FPank

Konto viljavéte

Konto viljavétte piring

vali konto 9620000068355 [+ | * | Kk [=]
IBAN number EE489609620000068355
O vaieud
periced
uskugpsey 010612010 i | Loppkuupdev

Deebet/Kreedit

Nii deebet kui kreedit [+ |

Jarjestus Kasvavas jirjekorras ||
vans
Soovitused

1. Kahanev jarjekord naitab tehinguid alates kdige hilisemast kuupdevast
2. Kasvav jarjekord naitab tehinguid kdige varasemast kuupaevast

3. Jooksewv kontojask ei ole nahtav kui summa vii kreedit/deebit vii viitenumber on sisestatud paringusse.

* Kui laiendatud ostingu valju ei ole taidetud, naidatakse ainult wiimaseid tehinguid.

tehinguid lehekiljel.

Arhiveerimistunnus

English Pycckwii Valju Abi KKK |

|

07/09/2010

07/08/2010
H

L ]
L ]
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Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Sampo Bank — 71%

Public website — 79%

Sampo Pank
Homepage 67%
Pagelayout 80%
Navigation 70%
Text readability I 100%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
Positive user notes
e Radio buttons used effectively.
Negativ r not
e No home button.
Internet banking system — 63%
Sampo Pank
Banking Operations 67%
Page layout 75%
Navigation 67%
Text readability l 67%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Positive user notes

e  System cursor is placed to the first data entry field

Negative user notes

¢ Low contrast makes reading more difficult.

Higher figures represent better results
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UniCredit Bank — 64%

Public website — 72%

Unicredit Bank

Homepage 33%
Pagelayout 80%
Navigation 90%
} 83%

Text readability

40% 50% 60% 70% 80% 90% 100%

0% 10% 20% 30%

Higher figures represent better results

Positive user notes

e Two levels of navigation makes for easy access.

Negative user notes

e  Text lines are sometimes too long.

Internet banking system — 56%

UniCredit Bank

Banking Operations 17%
Page layout 75%
Navigation 67%
Text readability I 67%

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

Higher figures represent better results
Positiv rn
o All the fields with incorrect data are highlighted.

e  Breadcrumb navigation makes for easy-to-use website.

Negative user notes

e Too low contrast between text and background.
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LHV — 60%

Public website — 70%

LHV
Homepage 33%
Pagelayout 40%
Navigation |40%
Text readability | 83%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Positive user notes
e Textis easily readable.

e Links are underlined when the mouse is overhead.

Negativ r not

e  Too much text in text blocks.

Higher figures represent better results

kKUmme sammu Kinoni

enne 31. augustit oma esimesed kimm
kinna

makset ja mine aaslasega

teeme sulle tubli kandevéime eest kinopiletid valja.

‘ KLIENDITUGI

Helista! & 800 400 Ava konto!
Maaklerid & 300 420 i
Kirjuta! Kiendtugi@ihv ss TRADER
Killastal Tartu mnt 2 L061 sissE:
10148 Talinn
portfel

KLIKI SIIN, ET TELLERIGA CHATTIDA

Kogumine Investeerimine Kauplemine

'“Iulul\e meeldib kBike ise
teha, otsin pdneva ettevitte,
analiiiisin seda ning
seejarel lisan oma portfelli
Samas on panevlugeda ja
kuulata teiste arvamusi.”

“lga vaba minuti veedan oma
perega, Kasvukontol kasvab
minu raha ise ning rohkem
ei pea ma sellega vaeva
nagema.”

"Olen aktiivne
paevakaupleja, mulle on
oluline reaalajas info, kiirelt
ellu viidud tehingud ning
mugav Ulevaade portfellist™
kasvatada.”

[=]

>PAROOL  >ID-KAART >MOBILID >PIN

Portfelihaldus

"Hea on teada, et minu raha
investeerib asjatundlik
meeskand, kes ei viita
liigseid riske ning suudab
mu vara pikaajaliselt

Analldsid >

24. august 10:33
Interviuu Eesti tippkaupleja Lauri
Meidlaga

24 august 11:33

Kavandus- ja tooraineettevitted
vedasid langust Euroopas

24. august 10:18

Valuutaturg: Dollar ja jeen tinase
péeva soosikud

Foorumid >

Eesti Energia borsile
Jargmise pélvkonna autod - kuidas
investeerida..

Maailma finantskriis

Eesti keel ilusamaks
Makromajandusest 2

Turud >

OMXT
OMXR
oMV
NASDAQ
S&P 500
USDVEEK

LHV Pro >

23 august 13:27

Philip Morris International
Aktsiisitbusudest hoolimata on
ettevbttel histi ldinud

13. august 16:11
Altria

Kérge dividendimaar on aktsiat
lennutanud

e Links that open a PDF file and new window look the same.

¢ No primary navigation panel.
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Internet banking system — 49%

LHV
Banking Operations 17%
Page layout 50%
Navigation | 44%
Text readability 83%
0% 10% 20% 30% 40% 50% 60% 70% 80%  90%  100%

Positive user notes

Higher figures represent better results

e All the fields with incorrect data are highlighted.

Negativ r not

e Active menu item are not highlighted.

LHV

ALUSTA FINANTSPORTAAL

Portfell Seaded Powertrader

MINU KONTO

INVES TEERIMIS TOO TED FONDID HOIUSED

LHV Trader

Pension

Tere, Madis Sulg!

Sisujuht

PORTFELL

> Ulevaade (lit)

» llevaade (protsentuaaline)
> portfeli isamine

> virtuaalportfelli isamine
TAHTAJALINE HOIUS
O5T-MUUK

» aktsiate ost/miidk

> opisioonide ost/mik
> fondiosakute est/muik
ULEKANDED

» siseriiklik makse

» médratud maksed

>p rra# ked

> vilismakse

> makseta vadrtpaberikanne
> fondiosakute vahetamine
MUUD TEHINGUD

» valuuta konverteerimine

> optsiooni realiseerimine

> vaartpaberite markimine
OOTEL TEHINGUD

> KLIENDITUGI > LOGI VALIA

arsl Uudised E‘ > NIMIVOISUMBOL Aktsiahind E‘ >

PORTFELL > Inv.konto nr. 771000598935 - Madis Sulg > Inv.konto nr. 771000598935 - Madis Sulg E

vilismakse

Konto nr: EE7E7700771000598935

@ valismakse © EU makse

Makseinfo
Makse nr: |2
Makse kuupdev: | 2010-08-25
Makse prioriteet: | Tavaline E|
Teenustasu tasub: | Jagatud El
Summa: EUR [] Vaba a4k 0.00 EUR
Makse kirjeldus:
Saaja
Saaja nimi:

Saaja aadress:
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13. Convenience

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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:

Presentation of the results

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.
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13.1 Overall results of the convenience test

Lithuanian banks

Overall Convenience test results for Lithuanian banks
AVERAGE I 70%
Finasta I 61%
Siauliu Bankas I 62%
Medicinos bankas I 63%
Snoras I 63%
Danske Bankas I 64%
Ukio Bankas I 64%
Parex I 64%
SEB I 77%
Swedbank I 78%
DNB Nord l 80%
Handelsbanken 80%
Nordea 89%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

Higher figures represent better results

Commentary

e The best performer in the subcategory is Nordea. Nordea's IBS is well optimized in terms of
mouse clicks, automatic checkboxes and code windows automatic selection to save mouse
clicks.

e The worst performers are Finasta and Siauliu Bankas.

e Siauliu bankas could improve the first IBS page and show account information, this would
save additional steps to check the account balance.

e The users of Swanbank’s and Handelsbanken’s IBS need to load the least pages in order to
log in, check the balance, make a local transaction and log off — only 6, when average is 8.

e Entering PIN and TAN codes might slow down the banking process quite significantly if the
password card is not user-friendly. There are fifty codes printed on one side of Medicinos
bankas’ password card each containing as much as ten symbols. This might cause
inconvenience for users, especially those who have difficulties in reading small fonts. On the
contrary, Nodea's codes contain only 4 digits, while the users of Swedbank IBS have to enter
only first three symbols of the code to confirm a transaction.

¢ While making a local transfer with Parex bankas, the user might be confused by the dot
which is automatically placed in the details of payment field.
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Latvian Banks

Overall Convenience test results for Latvian banks

AVERAGE

Danske Banka

Latvijas Krajbanka

DnB Nord Banka

LTB Bank

Parex Banka

PrivatBank

Swedbank

Latvijas Hipoteku un Zemes Banka
SMP Bank

TRASTA Komercbanka
RegionalaInvesticiju Banka
GEMoney Bank

NORVIK BANKA

Latvijas PastaBanka

SEB Banka

Latvijas BiznesaBanka

0%

10%

20%

30%

40%

50%

SvenskaHandelsbanken 88%
Nordea 92%

60%

) 78%
| 66%
| 67%
] 68%
| s0%
| 729
| 72%
| 75%
| 77%
I 77%
79%
79%
80%
| 81
I 83%
I_as%
| 86%
70% 80% 90% 100%

Commentary

Higher figures represent better results

Clear leader in this category is Nordea fulfilling all the criteria followed by Svenska
Handelsbanken.

On Data Entry level Nordea required only 68 symbols to be typed in to finish the process,
which is significantly less than any other bank result.

Danske Banka and Latvija Krajbanka demonstrated very poor performance in convenience
category.

LTB Bank and Latvijas Biznesa Banka have very difficult and inconvenient transaction
confirmation system: both banks hand out CD's and special programs should be used to
generate codes.

In Swedbank there is a unique system of confirming payments - it is only necessary to enter
three first numbers of the code from the code card, while all other banks require entering the
full code.

It is possible to create own custom shortcuts in the IBS of PrivatBank (“NORADES").

In the NORVIK BANKA [BS when upon entering account number, the system generates
bank’s SWIFT code.
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Estonian Banks

Overall Convenience test results for Estonian banks

AVERAGE I 85%

DnB NORD Pank I 61%
Parex Pank I 74%
UniCredit Bank I 7%
Handelsbanken Eesti 82%
Krediidipank I 83%
Nordea I 87%

LHV I 89%

MARFIN PANK I 90%

Sampo Pank I 91%
Swedbank |_94%

SEB 95%

TallinnaAripank 97%

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

Higher figures represent better results

Commentary

e The leader in this subcategory is Tallina Aripank performing excellent in mouse clicks and
pages to load sections.

e On pages to load level SEB, Swedbank, Sampo Pank and Tallinna aripank scored high where
customer needs to load only 6 pages to log in to the internet banking system, check the
account balance, make a local payment transfer and then log off from the IBS.

e Eesti Krediidipank had the least pages (6) to load, while Swedbank, Parex bank and Sampo
bank were second with 7.

e Marfin bank and Handelsbanken have fairly similar IBS interfaces.

¢ Swedbank has some extra options listed under the account balance, which are useful and
easy to access.

e Swedbank, Sampo Pank, SEB, LHV allow to start logging in to the IBS already from the bank

main page.
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13.2 Number of mouse clicks needed

Lithuanian Banks

AVERAGE
Nordea

Handelsbanken

Swedbank

15

SEB

Number of mouse clicks needed in Lithuanian banks

17.5

16

DNB Nord

17

Snoras

18

Ukio Bankas

19

Danske Bankas

19

Siauliu Bankas

20

Finasta
Medicinos bankas

Parex

15

20

20

20

22

25

Commentary

Lower figures represent better results

e Nordea's IBS is well-optimized in terms of mouse clicks checkboxes were checked
automatically if they were the only ones, code windows were also selected automatically to

save mouse clicks.

e Swedbank (with 15 mouseclicks) and SEB (with 16 mouseclicks) are among the best
performers. They do not have unnecessary “confirm” pages or “are you sure?” buttons.

Handelsbanken and Nordea are also well-optimized.
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Latvian Banks

AVERAGE

Nordea

Latvijas PastaBanka
SvenskaHandelsbanken
SEB Banka

NORVIK BANKA

SMP Bank

TRASTA Komercbanka
Regionalalnvesticiju Banka
GE Money Bank

Latvijas BiznesaBanka
Parex Banka

Danske Banka

Latvijas Hipoteku un Zemes Banka
Swedbank

DnB Nord Banka

Latvijas Krajbanka
PrivatBank

LTB Bank

Number of mouse clicks needed in Latvian banks

] 15.2

10

15

20 25

Commentary

Lower figures represent better results

¢ Nordea, Latvijas Pasta Banka are the leaders in terms of number of mouse clicks required in

Latvian banks.

e Norvik Banka, SEB, Nordea,
processes of filling in the local transfer form.

Handelsbanken and Latvijas Pasta Banka have optimized the

e  The worst performer is LTB Bank requiring 21 mouse clicks to perform criteria actions.
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Estonian Banks

Number of mouse clicks needed in Estonian banks

AVERAGE I 145

TallinnaAripank 12

12

MARFIN PANK
SEB 12
Swedbank - 12
LHV 13
Nordea - 13
Sampo Pank I 13
Handelsbanken Eesti - I 14
Krediidipank 14

UniCredit Bank 15

Parex Pank 17
DnB NORD Pank 27

Lower figures represent better results

Commentary

e The best performers are Swedbank, SEB, Tallinna Aripank and Marfin Pank, where customers
only needed 12 mouse clicks to log in to the IBS, check the account balance, make a local
payment transfer and then log off from the IBS.

e DnB NORD is the worst performer in this subcategory requiring 27 mouse clicks to pass
operation criteria.

Baltic E-Banking Report 2010. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

245



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

14.3 Number of pages necessary to load

Lithuanian Banks

Number of pages necessaryto load in Lithuanian banks

AVERAGE I 9.1

DNB Nord l 6
Handelsbanken 7
SEB 7
Swedbank I 7
Finasta I 8
Nordea
Parex
Medicinos bankas

Snoras I 9

Ukio Bankas 10

Danske Bankas 10

Siauliu Bankas 11

0 2 4 6 8 10 12

Lower figures represent better results

Commentary

e DNB Nord is the best performer in this subcategory where customer needs to load only 6
pages to log in to the internet banking system, check the account balance, make a local
payment transfer and then log off from the IBS.

e Also Swedbank, Handelsbanken and SEB are very simple and easy to use, no unnecessary
pages. All basic functions are clearly visible.

e  Siauliu Bankas customer needs to load 11 pages to complete banking operations.
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Latvian Banks

Number of pages necessaryto load in Latvian banks

AVERAGE I 8.8

Latvijas BiznesaBanka l 6
LTB Bank 7
PrivatBank 7
GEMoney Bank 7
SEB Banka I 7
NORVIK BANKA I 7
SvenskaHandelsbanken I 7
SMP Bank I 8
Nordea 8
Swedbank I 8
Latvijas Krajbanka

TRASTA Komercbanka

© © ©

RegionalaInvesticiju Banka

Latvijas PastaBanka 11

Latvijas Hipoteku un Zemes Banka 11

Parex Banka 11

DnB Nord Banka 11

0 2 4 6 8 10 12 14 16

Lower figures represent better results

Commentary

e The best performer in this subcategory is Latvijas Biznesa Banka, which requires only 6 pages
to load to complete the process. The bank did not ask for an additional login code (only for
username and personal password), which may be considered insecure; however, when going
to the “Transactions” section, the IBS automatically opens the Local Transfer Payment form,
which is beneficial and saves time.

e In order to login to the IBS of other banks (Swedbank, DnB Nord Banka, Danske Banka,
Svenska Handelsbanken, Parex Banka and Latvijas Hipoteku un Zemes Banka) user has to
enter some data, e.g. login, on one page, then load second page and enter remaining data.

e However, it should be noted that Regionala Investiciju Banka does not require code from
code card in order to login. If it had this requirement, it might be necessary to load more

pages.
Baltic E-Banking Report 2010. Copyright © 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 metasite

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

247



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Estonian Banks

AVERAGE
TallinnaAripank
SEB

Sampo Pank
Swedbank
UniCredit Bank
Handelsbanken Eesti
MARFIN PANK
Krediidipank
LHV

Nordea

Parex Pank

DnB NORD Pank

Number of pages necessaryto load in Estonian banks

o o o O

~N NN~

7.3

o

10

Commentary

Lower figures represent better results

e The best performers in pages to load category are SEB, Swedbank, Sampo Pank and Tallinna
Aripank, where the customer needs to load only 6 pages to log in to the internet banking
system, check the account balance, make a local payment transfer and then log off from the

IBS.

e In this category only exception is Tallinn Aripank, where customer needs to load 4 pages to
log in but only 2 pages to make a local transfer that is due to omitted pages of transfer
confirmation. In Tallina Aripank, SEB, Sampo Pank and Swedbank the customer can check
the account balance right after logging in and log off from the IBS immediately after making

a transfer.

e DnB NORD Pank requires the highest amount of pages to load to complete the operations.
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13.3 Number of keystrokes needed

Lithuanian Banks

Number of keystrokes needed in Lithuanian banks

AVERAGE 87.3
Nordea 60
Siauliu Bankas I 77
SEB 7
Swedbank 79
Parex 80
DNB Nord 81
Ukio Bankas 82
Danske Bankas 82
Handelsbanken 86
Medicinos bankas

Snoras 96
Finasta 111
[ 1
0 20 40 60 80 100 120
Lower figures represent better results
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Latvian Banks

Number of keystrokes needed in Latvian banks

AVERAGE 87.4
Nordea 68
Latvijas Hipoteku un Zemes Banka 68

Latvijas PastaBanka 72

Regionalalnvesticiju Banka 80
TRASTA Komercbanka 80
Parex Banka '_85
SvenskaHandelsbanken |_86
DnB Nord Banka 87

Latvijas BiznesaBanka 88

Danske Banka
SEB Banka
Swedbank

GEMoney Bank

Latvijas Krajbanka

PrivatBank
SMP Bank
NORVIK BANKA
LTB Bank

Lower figures represent better results
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Estonian Banks

Number of keystrokes needed in Estonian banks

AVERAGE 67.1
LHV 55
Nordea 58

TallinnaAripank 61

SEB 64

MARFIN PANK 65

Parex Pank 66

Swedbank

Sampo Pank

DnB NORD Pank
Krediidipank
Handelsbanken Eesti

UniCredit Bank

Lower figures represent better results
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14. Customer Service Responsiveness

Customer
Functionality Mobile Banking Clarity Convenience Service Innovation
Responsiveness

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

Testing process

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

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

Simple:

Hello,
What is the SWIFT number of your bank?

Cheers, ...

Normal:

Hello,

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

Regards

Complex:

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

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

Regards

Baltic E-Banking Report 2010. Copyright © 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 metasite
made to ensure the correctness of information, Metasite Business Solutions UAB cannot be held responsible for the

validity of information provided.

252



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

Presentation of the results

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

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

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

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

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

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

An email with no grammatical mistakes was awarded 1 extra point. Note that replacing special
national characters with their Latin equivalents in certain languages (A,C,E written as A, C, E) was not
counted as a grammatical error.

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

The final responsiveness score for each email message was a sum of the points awarded for reaction
speed and quality, with a maximum of 10 points being awarded. The final responsiveness result for
each bank was a simple average of the scores from 12 emails.
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14.1 Customer Service Responsiveness Index

Lithuanian banks

Medicinos bankas

DnB NORD

PAREXBANKAS

Ukio Bankas

AVERAGE

Siauliu Bankas 1
FINASTA ]
Bankas SNORAS
Handelsbanken
Danske Bankas

Swedbank |
SEB bankas |

Nordea |

Customer Service Responsiveness Index in Lithuanian banks

0%

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

M Timeliness (0-50%) ™ Quality (0-50%)

90%  100%

Commentary

Higher figures represent better results

e In Lithuania we have a drop on responsiveness average by 1% in comparison with last year’s
reprot and equal results with 2008.

e Ukio Bankas is the best perfomer this year in customer service responsiveness with timeliness
and quality indexes above the average. Last year report Ukio Bankas was placed second.

e Timeliness went down compare to last year, while Quality remained the same.
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Latvian banks

Customer Service Responsiveness Index in Latvian Banks

AVERAGE |
Nordea |
Regionala..
Latvijas Pasta.. |
Svenska.. |
SMP Bank
Latvijas Krajbanka
GEMoney Bank |
Latvijas Biznesa..
LTB Bank |
Parex Banka 2 A
NORVIK BANKA | A 47%
Danske Banka 41% A3%
DnB NORD Banka | % A47%
SEB Banka | 2% 48%
TRASTA.. | 40% A6%
Latvijas Hipoteku | 46% A0%
Swedbank | 2% 199
PrivatBank 43% A6%
T T T T T T T T T 1

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

M Timeliness (0-50%) ™ Quality (0-50%)

Higher figures represent better results

Commentary

e Latvian banks scored an excellent average increase by 19% compared to last year, the
customer service responsiveness has been the most improved category for Latvia in 2010.

e The timeliness is increased by 13% while the Quality increased by 12%.
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Estonian banks

Customer Service Responsiveness Index for Estonian Banks

AVERAGE 34% 43%
Krediidipank 28%
Handelsbanken 31%
MARFIN PANK.. 0%
Parex Pank 33%
SEB 25%
Sampo Pank 25%
UniCredit Bank 36%
Nordea 38%

Swedbank 37%
LHV Pank 40%
Dnb NORD Pank 37%

A44% %

TallinnaAripank

[ Timeliness (0-50%) ™ Quality (0-50%)

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

90%  100%

Higher figures represent better results

Commentary

Overall average index for Estonian banks has increased this year.

e Timeliness has increased by 10% while quality index went up by 6% compared to last year.

The least performer last year, Tallina Aripank this year mastered the category by being the
first by increasing by 36% in timeliness and 33% in quality

Least performer is Krediidipank who dropped to the end from middle when comparing to last
year.
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14.2 Reaction times

Lithuanian banks

How many of 12 simulated customer enquiries got answered by Llthuanian banks

Average
Medicinos bankas
FINASTA

Siauliu Bankas
Bankas SNORAS
PAREXBANKAS
Swedbank
Handelsbanken
SEB bankas

DnB NORD

Nordea

E

I 10.89

Ukio Bankas

Danske Bankas

10

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 | m | 12 |AnwW
Danske Bankas 00:21 16:22 | 03:30 | 16:43 | 23:28 | 18:24 | 02:25 | 24:03 | 19:22 [30:04 | 06:03 | 20:22 12
Ukio Bankas 00:59 | 00:18 | 00:04 | 00:47 | 00:17 | 00:07 | 00:07 | 00:12 | 00:43 |02:30| 01:01 00:07 12
Nordea 01:54 | 00:09 | 00:02 | 00:08 | 01:49 [ 00:08 | 00:07 | 00:54 | 00:21 [02:21| 02:19 | 02:08 12
DnB NORD 05:49 | 44:01 - 21:59 | 17:16 | 18:26 [ 01:13 | 03:11 | 00:26 [03:28 | 02:21 18:06 "
SEB bankas 02:57 | 01:10 | 04:42 | 18:36 | 22:24 | 21:20 | 21:13 | 02:07 | 20:17 |01:16 | 06:17 - 11
Handelsbanken 01:43 | 16:19 | 00:05 | 22:15 | 23:21 - 02:09 | 00:59 | 18:17 |22:14| 58:29 | 17:45 "
Swedbank - 19:54 | 22:18 | 41:50 | 42:26 | 22:35 | 23:16 - 20:51 [00:01 | 00:28 | 01:12 10
PAREX BANKAS 00:10 | 00:17 | 01:16 | 01:07 | 01:14 | 00:44 | 00:08 | 00:07 - 00:22 - 00:31 10
Bankas SNORAS 04:55 - - 02:50 | 01:26 | 01:47 | 02:43 | 01:17 | 00:36 [02:27 - 02:00 9
Siauliu Bankas 03:54 | 00:15 | 03:34 | 00:53 | 02:09 | 01:39 | 00:43 - - - 06:34 | 02:14 9
FINASTA 00:26 - 24:56 | 00:28 - 18:56 | 00:55 | 00:49 | 00:28 02:23 - 8
Medicinos bankas 00:25 - - 16:48 | 00:57 - 18:47 - - - - 18:16 5
Average 02:08 | 10:58 | 06:43 | 12:02 | 12:26 | 10:24 | 06:08 | 03:44 | 09:02 | 07:11| 09:32 | 08:16 | 10.89
Commentary

e Ukio bankas and Nordea did well in reaction time test, Siauliu bankas also responded fast but
three e-mails were unanswered.

¢ Danske bankas and Handelsbanken performed poor in this test answers as most of answers
were received only next day, even if the e-mail was sent in the morning.
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Latvian banks

How many of 12 simulated customer enquiries got answered by each Latvian banks
Average 11.78
Latvijas PastaBanka 8
Regionala Investiciju Banka 8
SMP Bank 10
Nordea 10

LTB Bank 11

GEMoney Bank 11

Latvijas BiznesaBanka 11

Latvijas Krajbanka 11

Parex Banka 11

SvenskaHandelsbanken 11

Danske Banka | 11
PrivatBank 12
SEB Banka 12
NORVIK BANKA 12
TRASTA komercbanka 12
Latvijas Hipoteku un zemes banka 12
DnB NORD Banka 12
Swedbank 12

T T T T T 1
0 2 4 6 8 10 12

Higher figures represent better results

Table 2. Reaction times to simulated client enquiries in Latvian banks (hour: min)

Bank \ Email 1 2 3 4 5 6 7 8 9 10 1 12 | Answers
Swedbank 01:15 [ 00:10 [ 00:08 | 01:01 | 04:15 | 05:18 | 00:16 | 00:30 | 00:20 | 03:58 |46:13 [ 03:17 12
DnB NORD Banka 01:18 | 18:56 | 00:29 | 03:29 | 01:02 | 00:48 | 00:19 | 00:55 | 00:18 | 01:24 [44:43 [ 04:34 12
Danske Banka 00:10 [ 00:07 | 00:16 | 00:15 | 00:53 | 00:55 | 00:16 - 00:06 | 00:12 | 20:02 | 00:35 11
Regionala Investiciju | 20:52 | 00:01 | 00:15 - 01:13 - 00:25 | 00:28 - - 43:54 | 01:57 8
Handelsbanken 00:53 | 18:43 | 00:27 | 01:12 | 01:37 [ 01:25 | 00:33 - 17:10 | 02:09 | 44:54 | 05:04 11
Parex Banka 00:12 [ 00:22 | 08:12 | 04:08 | 03:01 | 01:20 | 06:44 | 20:53 - 04:50 | 22:39 | 02:33 11
Latvijas Hipoteku 00:13 ] 00:15 | 00:08 | 00:14 | 00:09 | 00:26 | 00:18 | 00:12 | 00:15 | 00:16 [45:17 [01:14 12
TRASTA 00:05 [ 00:17 [ 00:46 | 02:10 | 00:35 | 01:16 | 00:26 | 00:15 | 00:41 | 00:21 | 44:00 | 06:12 12
Latvijas Pasta 01:39 | 00:35 | 00:18 - 03:29 - - 00:13 [01:25 | 07:02 - 01:15 8
NORVIK BANKA 00:16 [ 00:13 [ 00:46 | 00:17 | 00:16 | 00:18 | 00:29 | 00:21 |24:38 | 29:36 | 44:02 | 26:31 12
Nordea 23:28 | 18:28 | 03:43 - - 06:47 | 07:34 | 26:07 [24:31 | 28:19 |24:47 | 25:21 10
Latvijas Krajbanka 01:30 - 06:30 | 03:55 | 00:50 [04:31 | 04:55 | 02:57 |24:41 | 05:32 | 25:49 | 24:37 11
SEB Banka 00:11 [ 01:06 [ 00:12 | 00:03 | 00:11 | 05:10 | 00:13 | 00:18 |25:38 | 00:13 | 24:32 | 24:36 12
Latvijas Biznesa 00:07 | 00:03 | 00:27 | 00:05 | 00:25 - 06:21 04:40 [25:29 | 07:13 | 26:08 | 25:38 11
GE Money Bank 19:10 | 00:07 [121:22| 06:30 | 02:22 | 05:08 - 04:09 | 21:51 | 06:17 | 24:54 | 01:44 11
PrivatBank 00:39 | 04:05 | 00:17 | 00:29 | 01:31 | 00:57 | 00:18 | 00:34 |00:45 | 00:09 [00:15 [ 00:39 12
LTB Bank 00:12 | 00:03 | 00:21 - 08:23 | 01:37 | 00:24 | 00:24 [24:31 | 00:36 | 00:07 | 25:19 11
SMP Bank 01:17 1 00:23 | 00:08 | 00:33 | 00:15 - - 167:39 | 25:47 | 145:57 | 24:28 | 24:14 10
Average 05:07 | 06:13 | 11:24 | 08:01 | 08:21 | 11:59 | 12:20 | 24:51 | 25:32 | 26:53 [ 42:49 [ 25:57 | 10.78
Commentary

e Latvijas Krajbanka, PrivatBank and GE Money Bank each gave a response that contained a
link to the public website which answered the question; however, the question was not
answered right in the e-mail (at least some numbers could have been provided).

e  Privat Bank, SEB, NORVIK BANKA, TRASTA komercbanka, Latvijas Hipoteku, DnB NORD and
Swedbank provided answers to all emails received.

e Latvijas Pasta Banka and Regionala Investiciju Banka performed slow and answered only 8
emails out of 12.
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Estonian banks

How many of 12 simulated customer enquiries got answered by Estonian banks
Average |11.67
MARFIN PANK EESTIAS l 8
Parex Pank 9
Krediidipank 10
Uniredit Bank 11
Nordea 11
SEB 11
LHV Pank 12
Dnb NORD Pank 12
TallinnaAripank 12
Hadelsbanken 12
Sampo Pank 12
Swedpank 12
0 2 4 6 8 10 12

Higher figures represent better results

Table 3. Reaction times to simulated client enquiries in Estonian banks (hour:min)
8

Bank \ Email 1 2 3 4 5 6 7 9 10 11 12 | Answers
Swedpank 00:58 [00:28 | 00:38 | 01:09 | 00:05 | 00:15 | 02:22 | 01:42 |48:01 | 66:31 | 01:55|01:20 12
Sampo Pank 17:56 [02:16 | 16:51 | 03:51 | 116:45 [116:13| 00:24 | 02:34 | 04:36 | 114:14 | 18:50 | 01:30 12
Hadelsbanken 00:25 [02:06 | 16:54 | 00:37 | 18:40 | 18:26 | 00:31 01:17 [01:13 | 00:22 | 42:46 | 42:00 12
Tallinna ripank 00:11 [00:15 | 00:15 | 00:32 | 00:15 | 00:31 [ 01:47 | 00:48 | 01:14 | 00:39 | 00:12 | 01:12 12
Dnb NORD Pank 00:37 [00:07 | 42:10 | 02:26 | 00:18 | 00:24 | 00:33 | 03:06 | 00:40 | 72:58 | 00:06 | 00:35 12
LHV Pank 00:25 [01:13 | 00:26 | 02:17 | 00:48 | 00:47 | 01:34 | 01:35 | 02:24 | 01:57 | 01:51 | 00:46 12
SEB 00:27 [00:57 | 17:39 | 06:07 - 19:44 | 02:27 | 05:34 | 21:33 | 21:25 [ 19:58 | 23:10 11
Nordea 00:13 [ 01:46 | 00:11 - 00:07 [00:07 | 00:35 | 00:31 [01:58 | 02:37 | 21:29 | 00:16 11
Uniredit Bank 01:18 [00:58 | 02:13 | 04:35 | 00:57 | 01:23 | 01:09 | 01:09 | 02:18 | 00:26 | 00:16 - 11
Krediidipank 00:23 [01:02 | 00:29 | 02:14 | 01:19 | 00:42 | 18:25 | 71:04 | 67:44 | 00:39 - - 10
Parex Pank 01:14 [00:13 | 18:19 | 00:17 | 00:13 | 00:44 [ 00:06 | 00:31 [ 00:16 - - - 9
MARFIN PANK 01:10 - - 00:13 [ 00:33 | 00:14 | 00:27 | 03:39 - 00:04 - 00:09 8
Average 03:47 [04:56 |15:40 [10:01 [21:40 ([23:20 [15:15 |21:57 |30:39 |43:29 |37:08 |35:53 11.67
Commentary

e LHV, DnB Nord, Swedbank, Sampo Bank, Hadelsbanken and Tallina Aripank all have excellent

customer service. They answered all 12 emails

e Swedbank answered question number 5 within 5 minutes, while Nordea answered two

questions within 7 minutes.

¢ MARFIN BANK only responded to 8 emails 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 2 2 2 2 2 2 2 2 1 2 1.92
Bankas SNORAS 2 0 0 2 2 2 2 - - - 0 2 1.33
DnB NORD 2 2 0 1 2 2 2 2 2 2 2 2 1.75
SEB bankas 2 2 2 2 2 2 2 2 2 2 1 1 1.83
Medicinos bankas 1 0 2 1 0 2 0 0 0 0 1 0.64
FINASTA 2 2 2 2 0 2 2 2 2 0 2 1.64
PAREX BANKAS 2 2 2 2 2 2 2 2 2 0 2 1.82
Danske Bankas - 2 2 2 2 2 0 - 2 2 1 1 1.60
Siauliu Bankas 1 2 1 2 2 2 1 0 - 0 - 1 1.20
Ukio Bankas 1 - 2 2 1 1 2 2 2 - 2 1.67
Nordea 2 2 2 2 1 2 1 - - 1 1 1.56
Handelsbanken 2 1 2 2 0 2 2 2 - 1.63

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 1.00
Bankas SNORAS 1 0 0 1 1 1 1 - - - 0 1 0.67
DnB NORD 1 1 0 1 1 1 1 1 1 1 1 0.92
SEB bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Medicinos bankas 1 0 1 1 0 1 0 0 0 0 1 0.45
FINASTA 1 1 1 1 0 1 1 1 1 0 1 0.82
PAREX BANKAS 1 1 1 1 1 1 1 1 1 0 1 0.91
Danske Bankas - 1 1 1 1 1 1 - 1 1 1 1 1.00
Siauliu Bankas 1 1 1 1 1 1 1 0 - 0 - 1 0.80
Ukio Bankas 1 - 1 1 1 1 1 1 1 - 1 1.00
Nordea 0 0 0 1 1 1 1 - - 1 1 0.67
Handelsbanken 1 - 1 1 - 1 1 1 1 - 1 1.00

Table 6. Politeness of answered emails in Lithuanian banks (0-1)
Bank \ Email 1 2 3 4 5 6 7 8 9 |10 | 11 | 12 | Average
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Bankas SNORAS 1 0 0 1 1 1 1 - - 0 1 0.67
DnB NORD 1 1 0 1 1 1 1 1 1 1 1 1 0.92
SEB bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Medicinos bankas 1 0 1 1 0 1 0 0 0 0 1 0.45
FINASTA 1 1 1 1 0 1 1 1 1 0 1 - 0.82
PAREX BANKAS 1 1 1 1 1 1 1 1 1 0 1 0.91
Danske Bankas - 1 1 1 1 1 1 - 1 1 1 1 1.00
Siauliu Bankas 1 0 1 1 1 1 1 0 - 0 - 1 0.70
Ukio Bankas 1 - 1 1 1 1 1 1 1 - 1 1.00
Nordea 1 1 1 1 1 1 1 - - - 1 1 1.00
Handelsbanken 1 - 1 1 - 1 1 1 1 - 1 - 1.00
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Table 7. Grammar of answered emails in Lithuanian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 |10 | 11 | 12 | Average
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Bankas SNORAS 1 0 0 1 1 1 1 0 1 0.67
DnB NORD 1 1 0 1 1 1 1 1 1 1 1 1 0.92
SEB bankas 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Medicinos bankas 1 0 1 1 0 1 0 0 0 0 1 0.45
FINASTA 1 1 1 1 0 1 1 1 1 0 1 0.82
PAREX BANKAS 1 1 1 1 1 1 1 1 1 0 1 0.91
Danske Bankas - 1 1 1 1 1 1 - 1 1 1 1 1.00
Siauliu Bankas 1 0 0 1 0 1 1 0 0 1 0.50
Ukio Bankas 1 1 1 1 1 1 1 1 1 1.00
Nordea 0 1 1 1 1 1 1 - 1 1 0.89
Handelsbanken 1 1 1 1 1 1 1 1 1.00

Commentary

e Nordea's replies were well-styled and informative. In one email they wrote 3 different tariffs
for transfers and customer might not know which tariff is accounted for him (bronze, silver
or gold).

e Ukio bankas more often than other banks just gives the link to the desired information
instead of answering it directly.

e Danske bankas replies were good and added links for further information.
e Handelsbanken replies were short and straight to the answer.

e  Siauliu bankas text was in blue and grammatical mistakes were found.
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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
Swedbank 2 2 2 2 2 2 2 2 1 2 1.92
DnB NORD Banka 2 2 2 2 2 2 2 2 - 1 1 1 1.73
Danske Banka 0 2 0 2 2 2 2 2 0 1 2 1 1.33
Regionala Investiciju 0 2 0 0 1 0 1 2 2 1 1 1 0.92
Svenska Handelsbanken 0 2 2 0 2 0 0 2 1 0 2 2 1.08
Parex Banka 2 2 2 2 2 2 2 2 2 2 2 2 2.00
Latvijas Hipoteku 2 2 2 2 2 2 2 2 2 2 2 2 2.00
TRASTA komercbanka 0 2 2 2 2 2 1 2 2 1 2 2 1.67
Latvijas Pasta Banka 2 2 2 2 2 0 0 - 1 2 0 1 1.27
NORVIK BANKA 2 2 2 0 2 0 2 - 2 2 2 2 1.64
Nordea 2 2 2 0 0 2 2 2 2 0 2 1.45
Latvijas Krajbanka 2 - 1 0 2 2 2 2 2 2 2 2 1.73
SEB Banka 2 2 2 1 2 - 2 2 2 2 2 2 1.91
Latvijas Biznesa Banka 2 2 1 2 2 0 - 2 2 2 2 2 1.73
GE Money Bank 2 2 2 - 2 2 0 2 2 2 1 2 1.73
PrivatBank 2 2 2 - - 0 1 2 2 2 2 1 1.60
LTB Bank 2 2 2 0 2 - - 2 2 2 2 2 1.80
SMP Bank 2 2 2 - 2 - 0 1 - - 2 2 1.63

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
Swedbank 1 1 1 1 1 1 1 1 1 1 1 1.00
DnB NORD Banka 1 1 1 1 1 1 1 1 - 1 1 1 1.00
Danske Banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Regionala Investiciju Banka 1 1 1 0 1 0 1 1 1 1 1 1 0.83
Svenska Handelsbanken 1 1 1 1 1 1 1 1 1 1 0 0 0.83
Parex Banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Hipoteku un zemes banka 0 0 1 0 0 0 0 0 0 0 0 0 0.08
TRASTA komercbanka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Pasta Banka 1 0 1 0 1 0 1 - 1 1 0 1 0.64
NORVIK BANKA 1 1 1 1 1 1 1 - 1 1 1 1 1.00
Nordea 1 1 0 0 0 1 1 1 - 1 1 1 0.73
Latvijas Krajbanka 1 - 1 1 1 1 1 1 1 1 1 1 1.00
SEB Banka 1 1 1 1 1 - 1 1 1 1 1 1 1.00
Latvijas Biznesa Banka 0 1 1 1 1 0 1 1 1 1 1 0.82
GE Money Bank 1 1 1 - 1 1 0 1 1 1 1 1 0.91
PrivatBank 1 1 1 1 1 1 1 1 1 1 1.00
LTB Bank 1 0 1 0 1 - 1 1 0 0 1 0.60
SMP Bank 1 1 1 - 1 - 0 1 - 1 1 0.88
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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
Swedbank 1 1 1 1 1 1 1 1 1 1 1.00
DnB NORD Banka 1 1 1 1 1 1 1 1 - 1 1 1 1.00
Danske Banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Regionala Investiciju Banka 0 1 0 0 1 0 1 1 1 1 0 1 0.58
Svenska Handelsbanken 0 0 0 0 0 0 0 0 1 0 1 1 0.25
Parex Banka 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Latvijas Hipoteku un zemes banka 1 1 1 1 1 1 1 1 1 1 0 1 0.92
TRASTA komercbanka 1 1 1 1 1 1 1 1 1 1 0 1 0.92
Latvijas Pasta Banka 0 0 0 1 0 1 1 - 0 1 0 1 0.45
NORVIK BANKA 1 1 1 1 1 1 1 - 1 1 1 1 1.00
Nordea 1 1 1 0 0 1 1 1 1 1 1 0.82
Latvijas Krajbanka 1 - 1 1 1 1 1 1 1 1 1 1 1.00
SEB Banka 1 1 1 1 1 - 1 1 1 1 1 1 1.00
Latvijas Biznesa Banka 1 1 1 1 1 0 - 1 1 1 1 1 0.91
GE Money Bank 1 1 1 - 1 1 0 1 1 1 1 1 0.91
PrivatBank 1 1 1 1 1 1 1 1 1 1.00
LTB Bank 1 1 1 0 1 - - 1 1 1 0 1 0.80
SMP Bank 1 1 1 - 1 0 1 - 1 1 0.88
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
Swedbank 1 1 1 1 1 1 1 1 1 1 1.00
DnB NORD Banka 1 1 1 1 1 1 1 1 - 1 1 1 1.00
Danske Banka 1 1 1 1 1 1 1 1 0 1 1 1 0.92
Regionala Investiciju Banka 1 1 1 0 1 0 1 1 1 1 1 1 0.83
Svenska Handelsbanken 1 0 1 1 1 1 1 1 1 1 1 1 0.92
Parex Banka 1 1 1 1 1 0 1 1 1 1 1 1 0.92
Latvijas Hipoteku un zemes banka 1 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 1.00
Latvijas Pasta Banka 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
Nordea 1 0 1 0 0 1 1 1 - 1 1 1 0.73
Latvijas Krajbanka 1 - 1 1 1 1 1 1 1 1 1 1 1.00
SEB Banka 1 1 1 1 1 - 1 1 1 1 1 1 1.00
Latvijas Biznesa Banka 1 1 1 1 1 0 - 1 1 0 1 1 0.82
GE Money Bank 1 1 1 - 1 1 0 1 1 1 1 1 0.91
PrivatBank 1 1 1 - - 1 1 1 1 1 1 1.00
LTB Bank 1 1 1 0 1 - 0 1 1 1 1 0.80
SMP Bank 1 1 1 - 1 - 0 1 - 1 1 0.88
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Commentary

e The best performer with respect to the quality of answered emails is DnB NORD Banka. The
bank receives 43% out of 50% in quality category. All answered emails were polite and in all
emails contact information was present. In almost all cases answers to the questions were
accurate.

e The second best performer in this category is TRASTA Komercbanka with 38%. All emails
were answered politely, grammatically correctly and contact information was provided.
Swedbank and Danske Banka lag behind TRASTA Komercbanka by only 1% and receive 37%
in this category. In those emails which did not provide full answer to the question, Danske
Banka explained that the question cannot be answered given provided information and client
has to provide more information. All emails answered by Parex Banka were fully accurate,
polite, with full contact information and no grammatical mistakes.

e Latvijas Pasta Banka receives 31% in quality category. Although there were no grammar
mistakes detected, sometimes answers were not polite and no contact information was
present. Moreover, often emails were answered automatically with request to call the bank,
i.e. no answer to the asked question was provided.

e Svenska Handelsbanken received 24% out of 50%. In all emails contact information was
provided. However, emails were not always polite, meaning that email ending was in English,
not in Latvian, therefore, it could not be treated as a polite ending by Latvian customer.
Moreover, there was grammar mistake detected in one of the emails, but this mistake seems
to be simple typing mistake.

e The worst performer in quality category is Regionala Investiciju Banka. All answered emails
were polite, contact information was provided and no grammar mistakes detected. In some
emails Regionala Investiciju Banka was asking for more details to answer the question.
However, the main reason for receiving only 18% is the fact that 6 emails were not answered
(3 of which were bounced).
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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
Swedpank 1 2 1 1 2 2 2 2 2 2 2 2 1.75
Sampo Pank 2 2 2 1 2 2 2 2 2 2 1 2 1.83
Krediidipank 2| 2 1| 2] 2| 2] 1] 2 1| o]l o] o 1.25
SEB 2| 2| 2] 1 - 2 | 2 2| 2| 1| 2] 2 1.82
Nordea 2| 2| 2 - 1| o 2] 2 1| o] o] 2 1.27
Parex Pank 2 2 2 2 2 2 1 2 1 - - - 1.78
MARFIN PANK EESTI AS 2 - - 2| 2| 2] 2] 2 - 2 - 2 2.00
Hadelsbanken 2 2 1 2 1 1 0 2 2 2 2 2 1.58
Tallinna Aripank 2| 2| 2] 1 1|l ol 2 2] 2] 2] 2 1 1.58
Dnb NORD Pank 2| 2 1| 2] 2 22 22| 2| 2|2 1.92
Uniredit Bank 2| 2 1| 2] 2 o0 1] 22| 2]°@2 - 1.64
LHV Pank 2| 2]l 2] 2] o0l o) 1| 2] 2]2]1]¢2 1.50

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
Swedpank 1 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 1.00
Krediidipank 1 1 1 1 1 1 1 1 1 1 - - 1.00
SEB 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 1.00
Parex Pank 1 1 1 1 1 1 1 1 1 - - 1.00
MARFIN PANK EESTI AS 1 - - 1 1 1 1 1 - 1 - 1 1.00
Hadelsbanken ol ol ol o]o|lolo|] o] o] o] ofeo 0.00
Tallinna Aripank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Dnb NORD Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Uniredit Bank 1 1 1 1 1 1 1 1 1 1 1 - 1.00
LHV Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00

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
Swedpank 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 1.00
Krediidipank 1 1 1 1 1 1 1 1 1 1 - - 1.00
SEB 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 1.00
Parex Pank 1 1 1 1 1 1 1 1 1 - - - 1.00
MARFIN PANK EESTI AS 1 - - 1 1 1 1 1 - 1 - 1 1.00
Hadelsbanken 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Tallinna Aripank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Dnb NORD Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
Uniredit Bank 1 1 1 1 1 1| o 1 1 1 1 - 0.91
LHV Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00
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Table 15. Grammar of answered emails in Estonian banks (0-1)

Bank \ Email 1 2 3 4 5 6 7 8 9 |10 | 11 | 12 | Average
Swedpank 1 1 1 1 1 1 1 1 1 1 1.00
Sampo Pank S A S A N N W AN S A N U N S A S A O A1 1.00
Krediidipank SO A A N U N S AN A N S U I S O O A - 1.00
SEB t 1| 1| 1| -f sl a]l ol o] 1| 1] 1 0.82
Nordea 1 1 1 - 1 1 1 1 1 0 1 1 0.91
Parex Pank 1 1 1 1 1 1 1 1 1 - - - 1.00
MARFIN PANK EESTI AS 1 - - 1 1 1 1 1 - 1 - 1 1.00
Hadelsbanken SO A S A N N N U AN N N U S S AN S A O A1 1.00
Tallinna Aripank SR A A N N W AN N N N A S A O A1 0.92
Dnb NORD Pank SN A S A N U W AN S A N U N S AN S A O A1 1.00
Uniredit Bank 1 1 1 1 1 1 1 0 1 1 1 - 0.91
LHV Pank 1 1 1 1 1 1 1 1 1 1 1 1 1.00

Commentary

e  Swedbank, Sampo Pank, Parex, Marfin Bank, Hadelsbanken, DnB Nord, LHV and Krediidipank

provide very thorough and polite email service.

e  SEB and Swedbank always provide an automatic email then follow with response.

e Majority of banks have set standards of politeness within email.

¢ Nordea, Tallina Aripank, SEB and UniCredit Bank have emails containing grammar mistakes.
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15. Innovation

Customer
Functionality Mobile Banking Clarity Convenience Service
Responsiveness

Innovation test measures how banks are innovating online by using financial tracking tools, adapting
to new technologies and using social media to attract and retain customers.

Structure
The process in more detail:

Financial tracking tools Providing online tools to help customers manage their accounts.
Social Medlia Usage Using social media as a marketing/customer interaction tool.
Online chat support Providing online chat support.

Testing process

2 Lithuanian, 2 Latvian and 1 Estonian researchers with significant experience were chosen to carry
out the innovation tests by checking the innovative solutions that banks offer to help users on keeping
track of daily expenses, financial forecasting and managing accounts on the go.

Researchers also investigated the online presence of banks and public customer experience in dealing
with the bank. The criteria was based on bank'’s online verified presence and not the one created by

fans or globalbranches.

The last criterion was to show how banks can use efficient tools to respond quickest to the users using
live support and other chat channels.

Presentation of the results

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

e Bank should own the finacial tracking tools or be affiliated with a provider offering this
service.

e  Bank should have verified account on social media, not a customer created one.

e  Bank should use efficient tools to reduce cost and respond rapidly with online help chats.
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15.1 Innovation Index

Lithuanian banks

Average
Handelsbanken
Nordea

Danske bankas
Ukio bankas
PAREXBANKAS
FINASTA
Medicinos bankas
DnB NORD
Siauliu bankas
SEB bankas
Bankas SNORAS

Swedbank

Innovation ranking in Lithuanian banks

IS%

0%
0%
0%
0%
0%
0%
0%
0%
Jow

8%

8%

31%

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

Higher figures represent better results

Commentary
e Lithuanian banks only met 5% average of the innovation criteria.

e Swedbank is the best performer in this category, offering financial tracking tools for its
costumers and having a presence in social media.

e 4 out of 12 banks in Lithuania have a presence in social media sites, and run the campaign
pages to interact with current clients and attract other potential costumers.

¢ None of the banks use live chat support.
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Detailed testing results

Criteria

Swedbank

Bankas SNORAS

DnB NORD

SEB bankas

Medicinos bankas

FINASTA

PAREX BANKAS
Danske Bankas

Nordea

Handelsbanken
Ukio Bankas

Siauliu Bankas

Financial tracking tools

Planning expenses tracking tool within e-bank or as
separate bank service

e

Possibility to assign certain expense category to every
transaction within ebanking

Possibility to assign certain expense category to every
transaction within e-banking, is this expense category
exported to Excel/CSV or other formats

Social media usage

Official Facebook account/group respresenting the bank

Facebook account actively maintained

Official Twitter account representing the bank

Twitter account actively maintained

Online Support

Support Livechat text functionality in public website

Answering through Livechat

Support Livechat voice functionality in public website

Answering through Livechat voice
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Latvian banks

Innovation in Latvian banks

Average _I 5%

TRASTA Komercbanka || 0%
Latvijas Hipoteku un zemes banka || 0%
SvenskaHandelsbanken 0%
Danske Bank 0%
Regionala investiciju banka || 0%
Latvijas PastaBanka J| 0%
DnB NORD Banka Jf 0%
LTBBank || 0%
GEMoney Bank || 0%
Latvijas BiznesaBanka || 0%
Latvijas Krajbanka || 0%

Parex banka I 8%

SMP Bank | 8%
NORVIK BANKA | 89
PrivatBank | 17%
SEB Banka | 179%
Nordea 17%
Swedbank 22%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
Higher figures represent better results
Commentary

e In Latvia, 7 out of 18 banks are using innovative solutions to be closer to custumer’s need.

e Swedbank is the best performer in this subcategory by being the only bank offering finacial
tracking tools and possibility to assign certain expense category to every transaction within e-
banking

e SEB Banka and Nordea have official Twitter accounts where they expand the custumer care
and are active in attracting new clients.

e  PrivatBank is the only bank offering Live Support chat and responding within 30 minutes of
asked question.
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Detailed testing results

Criteria

Swedbank

DnB NORD Banka
Danske Banka

Regionala Investiciju Banka
Svenska Handelsbanken

Parex Banka

Latvijas Hipoteku un zemes banka

TRASTA komercbanka

Latvijas Pasta Banka
NORVIK BANKA
Nordea

Latvijas Krajbanka

SEB Banka

Latvijas Biznesa Banka
GE Money Bank

PrivatBank
LTB Bank

SMP Bank

Financial tracking tools

Planning expenses tracking tool within e-
bank or as separate bank service

Possibility to assign certain expense
category to every transaction within
ebanking

Possibility to assign certain expense
category to every transaction within e-
banking, is this expense category exported
to Excel/CSV or other formats

Social media usage

Official Facebook account/group
respresenting the bank

Facebook account actively maintained

Official Twitter account representing the
bank

Twitter account actively maintained

Online Support

Support Livechat text functionality in public
website

Answering through Livechat

Support Livechat voice functionality in
public website

Answering through Livechat voice
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Estonian banks

Innovation ranking in Estonian banks

Average I 9%

Unicredit Bank f{§0%
TallinnaAripanga [ 0%
Marfin pank | 0%
Sampo pank [} 0%
Parex pank [|0%

EestiKrediidipank [ 0%

Handelsbanken I 8%
Nordea I 8%
DnB NORD I 8%
SEB pank 25%
Swedbank 31%
LHV 33%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
Higher figures represent better results
Commentary

e Estonian banks are doing slightly better with 9% compliance on average, with LHV leading at
33% and followed by Swedbank at 31% and SEB at 25%.

e LHV is the best performer in this subcategory having the presence in both social media
channels (Twitter and Facebook) and providing live support chat functionality in the public
website.

e Swedbank is the only bank that offers financial tracking tools for its clients. Swedbank also is
active online using twitter for mass media communication and attracting new clients.

e SEB pank has a verified presence in both Twitter and Facebook.
e Handelsbanken, DnB NORD and Nordea banks have official verified Twitter accounts.

¢ UniCredit Bank, Tallina Aripanga, Marfin pank, Sampo pank, Parex pank and Krediidipank are
not using any of the innovation solutions for their costumers.
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Detailed testing results

Criteria o~
X g5y
Y Z | x| 8|a|<E
c|c ~|ZL|Slslals
2| o|® cla| 8 Sl
c|% |2 sl&lz|l2|la|O|2
ol Q| o|=|Z|eolc|z|D
T | Q|= o | X|lee|T| E D
IE|R |9 Zlc|l=|xlE]|>
Slols|w|l|® clw|clE|lT
AlnldlrhlZzlalZS|T|=alD]|=
Financial tracking tools
Planning expenses tracking tool within e-bank or as separate bank B
service
Possibility to assign certain expense category to every transaction within | | | | | [ | _| . .
ebanking
Possibility to assign certain expense category to every transaction within
e-banking, is this expense category exported to Excel/CSV or other [ I ) I I I e e
formats
Social media usage
Official Facebook account/group respresenting the bank | -T=T+«1T-T-T-T-T-1T-T-[ -
Facebook account actively maintained +[-T-T+T-T1-T-17T-T-T-T-I -
Official Twitter account representing the bank + - -+ -] -]+
Twitter account actively maintained o= -T-1-T-1T-1T-1T-1T-I-
Online Support
Support Livechat text functionality in public website | -T=-1T-T-T-T-T-T-1T-T-[ -
Answering through Livechat o= -T-1-T-1T-1T-1T-1T-I-
Support Livechat voice functionality in public website - - - = -T=1-1=1T-1-[-
Answering through Livechat voice = - - =1 -T=1-1-I-
Baltic E-Banking Report 2010. Copyright © 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 metasite

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

273



Functionality - Mobile Banking - Clarity - Convenience - Customer Responsiveness - Innovation

15.2 Financial Tracking Tools Index

Lithuanian banks

Financial tracking tools in Lithuanian banks

Average I 6%

Handelsbanken [ 0%
Nordea [§0%
Danskebankas [} 0%
Ukio bankas [ 0%
PAREXBANKAS [{0%
FINASTA [|0%
Medicinos bankas 0%
DnB NORD [ 0%
Siauliu bankas || 0%
SEB bankas [| 0%

Bankas SNORAS [|0%

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

Higher figures represent better results

Latvian banks

Financial tracking tools functionality in Latvian banks

Average l 4%

TRASTA Komercbanka || 0%
Latvijas Hipoteku un zemes banka || 0%
SvenskaHandelsbanken 0%
Danske Bank 0%

Regionala investiciju banka || 0%
Latvijas PastaBanka || 0%

DnB NORDBanka [{ 0%
LTBBank J| 0%

GE Money Bank 0%

Latvijas BiznesaBanka || 0%
Latvijas Krajbanka || 0%

Parex banka || 0%

SMP Bank 0%

NORVIK BANKA fI 0%
PrivatBank [| 0%

SEB Banka || 0%

Nordea || 0%

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

Higher figures represent better results
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Estonian banks

Financial tracking tools functionality in Estonian banks

Average . 6%

Unicredit Bank [§ 0%
TallinnaAripanga [§ 0%
Marfin pank [} 0%
Sampo pank [} 0%
Parex pank [} 0%

Eesti Krediidipank [{ 0%
Handelsbanken [ 0%
Nordea [| 0%

DnB NORD 0%

SEB pank || 0%

LHV || 0%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
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15.3 Social Media Usage Index

Lithuanian banks

Social media usage in Lithuanian banks

Average I 8%
Handelsbanken [ 0%
Nordea [ 0%
Danske bankas [} 0%
Ukio bankas || 0%
PAREXBANKAS [l 0%
FINASTA 0%
Medicinos bankas 0%

DnB NORD 0%

Siauliu bankas |25%
SEB bankas I 25%
Bankas SNORAS I 25%
Swedbank I 25%

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

Higher figures represent better results

Latvian banks

Social media usage in Latvian banks

Average I 10%

TRASTA Komercbanka || 0%
Latvijas Hipoteku un zemes banka || 0%
SvenskaHandelsbanken 0%
Danske Bank 0%

Regionala investiciju banka | 0%
Latvijas PastaBanka || 0%

DnB NORD Banka || 0%

LTB Bank J| 0%

GEMoney Bank || 0%

Latvijas BiznesaBanka || 0%
Latvijas Krajbanka || 0%
PrivatBank || 0%

Swedbank || 0%

Parex banka I 25%
SMP Bank 25%
NORVIK BANKA 25%
SEB Banka 50%
Nordea 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
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Estonian banks

Social media usage of Estonian banks

Unicredit Bank [ 0%
TallinnaAripanga [§ 0%
Marfin pank || 0%
Sampo pank ||0%
Parex pank [ 0%

Eesti Krediidipank [ 0%

Handelsbanken 25%
Nordea 25%
DnB NORD 25%
LHV 25%
SEB pank 75%
Swedbank 75%
0% 10% 20% 30% 40% 50% 60% 70% 80%

90% 100%

Higher figures represent better results
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15.4 Online Support Index

Lithuanian banks

Average
Handelsbanken
Nordea

Danske bankas
Ukio bankas
PAREXBANKAS
FINASTA
Medicinos bankas
DnB NORD
Siauliu bankas
SEB bankas
Bankas SNORAS

Swedbank

Online live chat support in Lithuanian banks

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

0%

0%

10%

20% 30% 40% 50%

60%

70% 80% 90% 100%

Latvian banks

Higher figures represent better results

Average

TRASTA Komercbanka

Latvijas Hipoteku un zemes banka
SvenskaHandelsbanken
Danske Bank

Regionala investiciju banka
Latvijas PastaBanka

DnB NORD Banka

LTB Bank

GE Money Bank

Latvijas BiznesaBanka
Latvijas Krajbanka
PrivatBank

Swedbank

Parex banka

NORVIK BANKA

SEB Banka

Nordea

SMP Bank

._I 3%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%

Online live chat support in Latvian banks

50%

0%

10% 20% 30% 40%

50%

60% 70% 80% 90% 100%

Higher figures represent better results
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Estonian banks

Online live chat support in Estonian banks

Average -I 2%

Unicredit Bank [{ 0%
TallinnaAripanga [§ 0%
Marfin pank [ 0%
Sampo pank || 0%
Parex pank [} 0%

Eesti Krediidipank [} 0%
Handelsbanken [} 0%
Nordea [ 0%

DnB NORD 0%

LHV 0%

SEB pank || 0%

Swedbank I 25%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Higher figures represent better results
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