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U.K. Banking Prospects Study Goals

Which banking sites generate the strongest positive brand
perceptions and greatest likelihood to acquire a customer?

What aspects of the online experience are most predictive of brand
and acquisition?

Which companies are leading in the critical areas and why?

What site designs have had the biggest impact on user perceptions?

What opportunities exist for CLIENT BANK to improve their online
experience for prospective customers?
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Customer Experience Rankings Methodology:
Sites & Sample

SITES EVALUATED:

SAMPLE:

> > > > > >

p>

> >

Abbey
Bank of Scotland

Barclays

Halifax
HSBC
Lloyds TSB
Nationwide
NatWest
RBS

The Co-operative Bank

- 10 evaluations; 2,500 panelists total
- 250 per site, UK* online adults 18+
- Not a current customer of banking site evaluated

TIMING:

- Current evaluation period: Jun 307 Jul 17, 2009
- Previous evaluation period: Aug 117 20, 2008
- Next study delivered: Summer 2010

*Note: Scottish panelists were recruited to evaluate 2 banks in this study
RBS= 50% Scottish panelists & Bank of Scotland=100% Scottish panelists
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Customer Experience Rankings Methodology:
Task Based Approach

Home Page
AfnSpend a few minutes |l ooking at the COMPANY |
but do not leave the page. How helpful is the site's home page for understanding what you are
able to do on the site and what the site has to offer? [Click 'Answer' when you are ready to
respond. ] . 0

Find Account
AfRSuppose ymewcurrenéar sazings account and are considering COMPANY. Use the
COMPANY site to find a current or savings acf
Open Account

AfRSuppose you haepenea curemt bréa/shgstaccount at COMPANY. Choose a
specific current or savings account, and proceed through the process of opening that account
at the COMPANY site. Go as far as possible wi

Privacy & Security
AfASuppose you are considering signing up for
minutes to learn how the site ensures the privacy and security of its customers' financial
i nformation and what protections and/ or guar.

Customer Support
AfAThink of a specific problem or question tha
similar site sometime in the past. Take a few minutes to find all the options available at the
COMPANY site to help you resolve such a problem or question. 0

Note: In 2009, we broadened the Find Account and Open Account tasks to include savings accounts
in addition to current accounts. This may have been a have contributing factor to the changes in Overall Customer Experience
from the previous wave. It also specifically effected how several banks performed on the Ease of Opening an Account driver.



Customer Experience Rankings Methodology:

Analysis

OVERALL CUSTOMER EXPERIENCE INDEX

CUSTOMER SATISFACTION INDEX
(More than 95 metrics)

DRI VER 1 (metrici>

DRI VER 2 (metricl

DRI VER 3 (metricl

DRI VER 4 (metrici»>

DRI VER 5 (metrici»

I

BRAND IMPACT INDEX
APerception of Brand Image

AChange in Company Impression

ACompany Image Through Site

AChange in Brand Image Perception

=

ACQUISITION IMPACT INDEX
AlLikelihood to Open an Account
AlLikelihood to Recommend Site
AlLikelihood to Open Account With Promotion
AlLikelihood to Open any Financial Account




Index Rankings Summary

RANK Overall CE Index | Brand Impact Index Acquislirt]iccl)gxlmpact Satig‘:ii?o?el:]dex

1 The Co-operative The Co-operative
Bank (1) Bank (1)

2 Abbey (8) Abbey (10)

3 Nationwide (3) Nationwide (4)

4 Halifax (4) HSBC (2)

5 NatWest (7) NatWest (6)

6 HSBC (5) Halifax (5)

7 Lloyds TSB (9) Lloyds TSB (9)

8 RBS (2) RBS (3)

9 Bank of Scotland (6) Bank of Scotland (7)

10 Barclays (10) Barclays (8)

Parentheses indicate August 2008 ranking (Green moved up in rank, Red moved down)

|:| = Indicates a significant change in score from August 2008
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Overall Customer Experience Index

F = L2009 | Keynote Overall
_ : n=250 669 Customer Experience
The Co-operative Bank 677 | Index comprises three
Q0P Abbey 1 ooy 00 indices:
g Nationwide 1= %0 ABrand Impact
Halifax 1 B AAcquisition Impact
NatWest 1 = 645 ACustomer Satisfaction
HSBC S
Lloyds TSB
AGGREGATE le1
a RBS 618 S
B§ff§?< Bank of Scotland 11 648 - siianty ot
g Barclays n=250 | 5 [[] = significantly worse

590 610 630 650 670 690

Differences of approximately 21 points or more are
significant at the 90% confidence level Mean Score
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Brand Index Detall

POSITIVE COMPANY BRAND PERCEPTION (Q9 & Q77)
|

The Co-operative | 2204
Bank 5206 /) +30%  26% - 51%
B - -
45% A +22% - 30%-49% | Ayerage: 22% increase
HSBC 18% 106 A +23%  21%- 45% O Pre-experience
| B Post-experience
ADbey | 4106 A, +24% | 17%-37% Pre %-
| Post % = Aug 08 data
16%
N | 0%, A, +24% | 17%- 41%
. BoS and RBS experienced a
Halifax &38% o B sharp downturn in pre-visit
. positive brand perceptions
@ Lloyds TSB a 700 A +23% | 13%-33% due to negative perceptions
. of their recent performance.
16% .
Barclays —290 +13%|  15%-40% While Barclays dropped
| significantly in post-visit
Bank of Scotland - 2006 A +21%  22%-40% positive brand perceptions, its
i i pre-visit figure was on par
RBS ;28% +17%  18%- 47% g:fgge with last yeard it was visiting
. . . . . . . the site, not media reports,
0% 10% 20% 30% 40% 50% 60% 70%  that led to fewer positive
*Differences of approximately 7% or more across sites are significant at the 90% confidence level impressions of Barclays
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Brand Index Detail: Word Association: PRE VISIT

'g X

© c

% of users who selected = @

the following attributes 2 - 5 o

to describe COMPANY o 5 % 9 ';) = zq,,-; g

post experience ® > x S 8 O o o = O

S Q [ o] © ) o © © m <

< < o0 o T T _ zZ Z o =

Easy to deal with 24 26 20 15 30 20 24 34 24 17 27

Ethical 9 6 3 5 6 6 5 9 5 2 40

Friendly 30 32 25 18 40 23 28 43 30 21 42

Green 5 3 1 2 2 2 4 2 0 1 32

Helpful 23 38 19 13 28 21 19 31 28 15 27
High value 8 8 6 12 9 10
Innovative 7 7 10 9

Intelligent 11 9 12 10 12 12 12 14 11 13

Overly bureaucratic 10 6 17 19 8 11 11 2 10 14 2

Reliable 30 32 21 27 29 29 31 39 34 22 36

Trustworthy 28 31 16 29 28 31 25 34 31 16 37

|:| = Best performer(s)
|:| = Worst performer(s)

Differences of approximately 7% or more are significant at the 90% confidence level.




Brand Index Detail: Word Association: POST VISIT

'g X

5 c

% of users who selected = @
the following attributes 2 - 5 o
to describe COMPANY o 5 % 9 ';) = zq,,-; g
post experience ® > x S 8 O o o = O

) Qo c < = M > = = 0 ©

S Q [ o] ] n o © © m <

< < m m T T _| pd zZ o =

Easy to deal with 57 62 52 49 59 53 57 56 58 60 64
Ethical 12 11 10 6 9 15 8 14 10 8 32
Friendly 42 44 36 31 46 35 40 47 43 37 56
Green 15 10 11 11 8 28 14 11 14 12 27
Helpful 53 57 48 48 52 53 56 53 54 44 62
High value 12 18 8 12 12 10 9 15 12 14 12
Innovative 18 22 17 16 15 20 19 17 17 16 18
Intelligent 24 24 17 22 24 24 24 25 29 22 28
Overly bureaucratic 8 8 12 14 8 6 7 5 8 6 4
Reliable 36 38 29 32 37 34 40 44 34 32 43
Trustworthy 34 38 26 32 31 36 29 46 34 24 44

|:| = Best performer(s)
|:| = Worst performer(s)

Differences of approximately 7% or more are significant at the 90% confidence level.




Business Impact Drivers

TOP IMPACT DRIVERS BRAND IMPACT CONVERSION
Correlation to Brand Impact Index Correlation to Conversion
1. Design and Organisation > HEERENR HEEER
2. Customer Support > . . . . . . .
3. DRIVER > HEER NN
4. DRIVER > H N HENR
5. Ease of Opening Account > ] | B
6. DRIVER > [] HE
7. Privacy and Security > [] []
8. DRIVER > N []

There have been no changes in the order of importance
of the top impact drivers between 2008 and 2009.

. . . . = The highest partial correlation of driver to index
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Driver Rankings (1 of 2)

RANK DESIEI Ene Customer Support DRIVER DRIVER
Organisation
The Co-operative Bank The Co-operative
1 NatWest (4) Lloyds TSB (6) ) Bank (1)
2 Lloyds TSB (8) The Co-operative HSBC (1) Lloyds TSB (9)
y Bank (3) y
The Co-operative
3 Bank (3) Abbey (5) NatWest (4) NatWest (2)
4 HSBC (2) Halifax (2) Nationwide (6) RBS (3)
5 Halifax (5) Nationwide (7) Halifax (9) Abbey (5)
6 Nationwide (7) NatWest (8) Bank of Scotland (5) HSBC (8)
7 RBS (1) Bank of Scotland (4) RBS (3) Halifax (7)
8 Abbey (10) HSBC (10) Abbey (7) Nationwide (6)
9 Bank of Scotland (9) Barclays (1) Lloyds TSB (10) Barclays (10)
10 Barclays (6) RBS (9) Barclays (8) Bank of Scotland (4)

Parentheses indicate August 2008 ranking (Green moved up in rank, Red moved down)

|:| = Indicates a significant change in score from August 2008
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Design and Organisation Before & After: Lloyds TSB

Wave 2: 8t place

Wave 3: 2"d place

Home | Help | Text only | Accessibility | Site map | Legal | Privacy

¥ Lloyds TSB

Personal banking | Business banking | Private Banking | Corporate Markets | Intemational banking

\ Internet Banking | Current accounts I Savings & Investments | Credit cards | Loans | Mortgages I Insurance l Travel | A-Z [

Current account

Switch to us and put
your feet up
* Applying only takes around 10 minutes

« We'll transfer all your direct debits and standing =~
orders for you

Your Accounts
- ot
< - 7 Register now
g, ¢° Self Service
“§ Send us an instruction

Mobile services

Text services
Advance Card Home Insurance Loans
11.9% APR Typical variabk 8.9% APR Typical
. ypical varioble Keep afioal . Pt O'W Help Centre
Get 0% on with 15% off “, ) £7,500f0 o ? Help
purchases for life whx £25.000
for & monihs for life when 4 ) for ‘& 08453 000000

L you buy up to 5 years |

Find out more = CULERN" Find out more -

= Contactus

Find out more - + Branches

Lloyds TSB
B‘g:kSecum'-

More about security

the new Faster Payments Service Improve Guide

Internet  Register for Internet Banking and use Phil Spencer’s Move or a
Baning Register now © fo home improvements  ©

Investor Relations
& Media Centre
Investars and Media
Forthe journey

Useful information
Online Security

Qur rates and charges
Ways ta bank with us
Answers to guestions on
bank charges

Lloyds TSB group sites
About Lioyds TSB

B8 Lloyds TSB | for the journey...

‘Personal banking

Internet Banking

Our Monthly Saver account gives
you a cracking 5% AER/Gross

fixed for a year. &
Just one of the ways you can . eihind i i
bank on us to help. Redister now

Switch your account
eSavings Account
Fixed Rate ISA
Personal loans

Business banking

Current accounts

Home | Help | Text only | Accessibility | Site map | Legal | Visit our London 2012 site

Private Banking ~ Corporate Markets  International banking

Loans Mol

Welcome to
Lloyds TSB

D Keep yourself secure

Help & Assistance
Manage your account | Advice and Guidance 2 Online Help

R Self Senice

. Call 0845 3 000 000
‘& Find aBranch

%%, Rates and Charges

Guidance in current climate
Financial Health Specialist
Get out of debt

Compare and Save

Internet Banking
Mobile Banking
Pay bills online
Free Text Alerts

Home Insurance ClickSafe® Help keeping a budget Ways to Bank
“§ Intemet Banking

= ., PhoneBank®
Current accounts ) Advance Credit Card Loans @ Mobile Sewvices

Switch to us and
put your feet up

Find out more

o RPR 9.9% APR typical. 2 Branches

Aloan when you i
v typical variable Cashpoint®
S 1P need it most L
- Find out more Find out more

Ask a question

In 2009 panelists prefer the overall look and feel of the site as
well as finding the home page more appealingd specifically

the tabs across the top of the page and the colours

Metric

2008 2009

Home Page Appeal (Q19)

= Statistically
. meaningful difference

33%

Overall Look and Feel Appeal (Q83)

36%

| The colours used (Q20)

35%
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Customer Support Rankings

P I U1 2009 All metrics:

—~ " Aug 2008 AOptions to Resolve
n=250 809 Satisfaction (Q63)

Lloyds TSB
y 783 IéAgr%e (Ijn(-g%)text Help
: n=250 807 rovide
Top < The Co-operative Bank 795 AEase of completing task
Sites n=250 803 (Q66)
783 AAgree Site Cares (Q72)

788 AAbility to successfully find
796 answer to questions (é59)

84 AOnline help not well
organised (Q67)

783 ADifficult to search online help
781 (Q67)

781 ADifficult to locate FAQ's and
other online help (Q67

(5 772 Arhe site doesn't provide
Bank of Scotland T specific tips/instrue:tions (Q67)

ADifficult to locate ag ropriate
Bottom HSBC 753 phone numbers (Q6 5)

Sites = AFAQ's and other online hel
Barclays 1= 768 T not detailed (Q67) P
n=250

751 D = Significantly better AuUnclear which phone
g RBS =65 [] - Significanty vorse numbers to call in when (Q67)

: ; ; : ; ; ; . . ADifficult to understand
instructions and explanations

740 760 780 800 820 (Q67)

Differences of approximately 24 points or more are AMust have account/log in to
significant at the 90% confidence level Mean Score ?8%%?5 customer support

Abbey

_ Halifax
Nationwide
AGGREGATE

NatWest
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Customer Support Before & After: Lloyds TSB

Wave 2: 6" place

Home | Help | Text only | Ascessibility | Site map | Legal | Frivacy
¥ Lloyds TSB
Personal banking | Business banking | Private Banking | Corporate Markets | International banking

| internet Banking | Current accounts | Savings & Investments | Credit cards | Loans | Mortgages | Insurance | Travel | A-Z |

I o1 narbing 5 Felp
Hell
°w Welcome to our Help Page

E\ﬁ:éfil; g::'lattri:ns w - 4 Find a branchicashpoint®
s
3 » ¥ 0845 3 000 000

Investors and Media “
Farthe journey

ey
N
Useful information /

Online Security

™ Contact us

« Customers new to Internet hanking

Internet banking Find out how to register for Infemet banking and view our demo

Qur rates and charges
Ways to hank with us
Answers to questions on
bank charges

« Existing customers
Resetyour password or User 1D,

Lloyds TSH aroup sites

About Lloyds TSB
Caresrs with us

SelfService

Selfservice Why not use our Sel-Service farm 10 order a cheque-hook, a new FIN for

2
Londan 20132 your credit card, or mayhe a staternent for your morigage

Download our guide to gecessible banking * or visit our accessibility
page to view our text only website and other accessibility features

Accessible banking

For help planning, budgeting and finding the hest produrts for your
needs, why NOtiry our tools and calculators (some afthese links may

Tools and
apen a new window)

calculators
< Budgst calculator

< Worgage calculators

< gavings aecount selector
' Loan affordability calculator

We have & growing range of downloadable eaflets to guide you through

Helping you with your journey these links will open a new window)

YOULICMENGY oo < Helping yau with your financial problems - Back on track *.

< Insuring your horme, your belongings and vourself- Insurance
information.

« Waking the big move - First Time Buyer Guide

< Freefinancial health check from the Financial Services
Athority.

« Whatto do. . - A practical guide to help you deal with the issues
that corme up following someone's death

Wave 3. 15t place

¥ Lloyds TSB | for the journey...

()| Business banking

Banking  Curr

Farzanal banking > Halp

Private Banking

Hame | Help | Textonly | Accassibiliy | Site map | Lagal | Visit our Londan 2012 site

Corporate Markets | Intemational banking

Us¢ful information
ity

Ask us a question

ates and charges

0 hank with us
15 1o guestions on
chartes

& Help
Welcome to our Help Page
-

) pointe
. Aska question 5 <  Find a branchiCashpoint®
& Media Centre 9 ©)call 0845 3 000 000
ez lar relafions  Useful phone numbers
Medla Gentre
Eorgs our id?\

Online Help

Ask us & question and get an instant answar.
Top FAQ's:

How do | report my card Instor stolen?

How to | change my addrees?

How do | report a sushisious email?

boitLlovde TSB

#bodtLlovds Banking

‘9
5

Carders with us

Self-Service

Why not use our Self-Senvice form to order items such as

< PINg

 Replacement cards

+ Cheques and paying-in-books
 Centificates of Interest

Internet Banking

Fi

Bank

Find out how to reqister for Internet Banking and why not take a lnok at
our nesw interactive Dermg

Doyou have problems Ioguing in? Reset your password, Memorable
information or User D,

ne

ind out more about staving secure nline

Useful links

F

Helping you with your journey

Text Senices: Day o day banking by text
Credit Card gueries

inancial diffeulties
Complaints procedure
Tools and calculators

LI oyds makes a few c
section that pay offd including adding Top
FAQds and making ot
scan and use by reducing the amount of
text and clarifying options

Helping you with
your journey...

Metric

Vgave @inoe uueaﬂats and Ul pages to iue wh e
1t )

51 yolIT joumeY (these links will spen T a new windo

 Helping you with yaur financial problems - Back on track ™

 Insuring your home, your belengings and yourself- Insurance

a1 e as eas

+ Waking the big mave - First Time Buyer Guide

+ Free financial health check from the Financial Senices
Authority.

¥ \hattn do - A practical guide to help you deal with the issues
that come up follawing somesne's death

+ Phil Spencer's move or improve quide to home improvements

2008 2009

Ability to successfully find answer to questions (Q59)

63%

The site doesn't provide specific tips/instructions (Q67)

10%
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