


“’eStpaC GROUP

RAIASQ Bank of
' Melbourne

(Jp]
c
(¢b)
-
-
D
&
@
]
(Jp]
-
O
D
L
e
-
@)
(@))
-
=
e
-
an
_
2L
o
=

‘.’eslﬂac .m“ *\l.g{‘ﬂlgt’ ¢BT FnanciEGroun
anking Corporation ABN 33 007 457 141.



How to earn all of customers’ business

There are two sources of Competitive Advantage:

Learn about your Put that learning
1 customers faster into action faster
than your competitors

than your competitors

—Jack Welsh GE Capital
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The one Constant is Change — what was our world in 2007

What will the world be like in 20177

2007 2017

MFI was determined by the customer’s MFI is determined by online mobile
transaction account engagement

MySpace was the largest social q myspace
media site

Borders Book stores were growing M
Kodak was selling lots of cameras -
’ Kodak

and more photos were captured on
cameras than mobiles

Nokia was the hottest smart phones NOIKIA
(onnecting People

Facebook has over 3 billion users

mostly accessed via mobile. Every  facebook
brand ad pulls in customer reviews ar...

ratings by friends

Cash is no longer widely used as the %
mobile is the wallet and customers can

flick between payment mechanisms

Google , Apple and Facebook are
active in payment mechanisms

Google




Westpac KnowMe CustomerVision

Using insights to recognise our customers'
needs so we can tailor our sales and services
messages to help satisfy their financial needs

Earn all

Recognising and rewarding loyalty of our
through offers and service customers

business

Making it easy
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Need to start with the Customer Experience

Only if we have the basics right and deliver on what is important then can we ask for more

Customer Loyalty in Retail Banking, Americas 2011 | Bain & Company, Inc.

Figure &: A small proportion of interactions has a big impact on loyalty

Potential o anncy’
. Filing @ complaint (27%, 34%)
15% !

. Reporting/raplacing
Apphing lost/shalen card
fara la . Reschving
fraudulent
10 account activity
Trangherring hords
1o,/ fram arether Cip=ning an occount
nistitution
5 Withdrawing Paying = i
o bill through |, barking
uh
aue-pay 15 & “Wow experiences
~ misrazhan: & “Moments of muth”
Irquirirg about per p=ar
o your balores @ Roufine inkmciicons
RiN 35 40 45 500

Opportunity o dva|ig|'|r"'

One of the key ways to delight customers is mobile online banking
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Westpac & St George Customers are

embracing Online Banking

PROPORTION OF CUSTOMERS WHO USED INTERMET FOR BANKING IN THE LAST 4 WEEKS (OVERALL COMSUMER])

7%

60%

. "
Ny

0% T T T T T 1 T T t T T 1
Jul-00 Jul-01 Jul-02 Jul-03 Jul-04 Jul-05 Jul-06 Jul-07 Jul-08 Jul-09 Jul-10 Jul-11 Jul-12

Used Internet for Banking in last 3 weeks
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Embracing Mobile Banking even more so

Time to 1 million users. \\ /|

M Mobile Active Online Active

0 10 20 30 40 50 60 70 80

Months
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Mobile Is the fastest growing interaction type

1.4m+ 487m+ 445 m+

mobile customers online & mobile online and mobile
across our AFS customer banking payments processed
Retail & Wealth Brands. sessions in the last year. across the Group.

Marketing heaven in terms of Reach and Frequency with an
attentive customer

Wl lestpac croup




Westpac Customers Use it Consistently

Lull OPTUS 3G 11:50 AM 60%

USED MOEILE OR SMARTPHOME FOR BANKING LAST 4 WEEKS Mobile Banking
Account details & make payments

" 27%

E WESTPAC B -

= 25% Online Trading

o Trading & investment tools

= 23%

=

8 221% r -

]

2 2999 - | a Calculators v |

= = Info to help you get started |

'E 17% == H l

e ¢ Products & Solutions A

d j Information, tools & advice

> 13% l
11% : ' ' : ' Buying a home 5

Sep-11 Mow-11 Jam-12 War-12 May-12 Jul-12

What you need to know

Buying a car >
Personal or business

Base: Banking & Finance (incl WB super) customers at each Instifution Group aged ‘
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Westpac Customers Use it Often

TIMES USED MOEBILE OR SMARTPHONME FOR BANKING LAST 4 WEEKS

100
05
00
8.5
8.0
7.5 2.————#"'_/
7.0
6.5
6.0

2.5

5':' 1 1 1 1 1
Sep-11 Mov-11 lan-12 ar-12 May-12 Jul-12

Banking in last dweeks

Average Times Used IMobile for

Time Penicd: 6 months to ime perncd
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Pay Bills

Pay your bills on the go.

Banking on the go.

We knowhow.

12 Wlfestpac croup
D




Checking Balances

Check
your balance,

your pay,
your stocks,
then get back to

Angry Birds.

With Westpac mobile banking app

on your smart phane, you can pay all
your bills on your way hame. No need
towait till you're at your computer.
And bacause it's Westpac, you know
it's sacure,

Bank on the go.

We knowhow.

Download the Westpac app now,

E :'vLu Stoge n
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Customers would recommend

FY12 YTD
Mobile overall 59
Consumer 60
Business 61
BY PLATFORM
iPhone 61
iPod Touch 68
Android 53
BlackBerry 25
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This 1s the future focus for the Customer

Engagement Service and Sales Opportunity

— T
able @access account arything amytime anywhere app
‘ balance ban k] ng better change check

clear computer
Promoters ‘ Conven]en custamer ease eaSleI‘
everythlng excellent aSE friendly handy happy internet ipad Jphone keep

love Obile mDnE‘y navigate number online pay perfect phone

eauy SeCUﬁtyS1'te sure think
transactions transfer user westpac WOIKS

S——— N\

\

able access ACCOUN mi Pp application
available wre DANKING 1o bic b Y card credit
Detractors easy faste flx full function funds galasd e *phone load log

mO ] e money  number Online option passward pay
pavment phone pleaSe problem quot SCTFEEIN service sign

tablet times transactiu:u

version view westpac WOI
AN

15 Wllestpac croup




Now Introduce the Ipad version

The new Westpac Banking
for iPad® app - welcome
to hands on banking.

Wllestpac croup




Tablets just make It even more interesting with

the additional touchpoint

lin2 727 2\

Australians of Australian
7F 'l to own a tablet owners
Jmil tablet in 2016. use while
tablets sold oo Founer watching TV.
worldwide Mobility Report

since launch.

(Source Daloltte 2012 -
°It takes two to tablat, the

rise of the multi tablet ownear) The tablet iS adding anomer
dimension to online. Q3%

of buyers want

t tablet f
2 75mil 6-10pm " Bankig
L]

Sol - e
Tablet Research 2011

peak usage
Australians of the tablet
own a tablet in the home.

(Source RF 2012

(Source Telsyte Research, Mability Report)

Press Releass - February 2012)

23 July 208

@
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This 1s the future focus for the Customer

Engagement Service and Sales Opportunity

Westpac building \\ 1 |
enduring relationships.

Active
digital
customer

Main bank

Great : :
relationship

experience

Wastgm Ay hir (Pl Lt " oy 200
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Engage Customers when they Start their

Journey Online

WiFestpac

Desktop ™ Mobile

Mobile Search represents 10% of Branded Searches
18% of PLs search start on a mobile device

Wlfestpac croup




Engage Customers when they Start their

Journey Online - Personalised

Click to Call

6 to 8%
CTR increase

[ http:/rwww google.com/.  H
Coogle Wab: Images Places moce +

»  home loan Q
Vigstnac Home Loan

Talk to one of our Home Loan
specialats today!

20

Sitelinks

More options,
more conversions

Click to Download App

Drive usage of Mobile Apps

B hitp/iwww googlecom/... |
Google web  Images Places more »
»  westpac

Oakley & - Qficaw Sam

Frow Shpperg on Ormes Ot 330 Oroee Som
Lanla sy Uuwertoal

cee Caboe

Westpae Andooud Agg

Banking services right from your
pocket.

Download the Westpac App now
| ad A [ Pe

Mac) Lagusans

Coacims
Junglasss. Uoyges. and Aduars
Oaddey Offiaa Goa

Tirpemnes (Spes Afrarn e Moe A e

Westpac - Austratas Feat Sank

o P Ouwidey Oficss Watate b 8 Acsteaia’s First Bk ae 4
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Engage Customers when they Start their

Journey Online - Personalised

Retree

; Starting out ‘ Working Pre-Retires

Ziy Qars

A ’u proTRe gmes,

Everyday Cashflow

Flexible everyday banking solution with * Transaction/Offset account (Mandatory) = Flexi loan
refationship benefit linked to transaction account, + Credit cards * ldentity Theft Protection
credit cards and bonus interest on savings * Savings account

Home Buying

Relationship benefit linked to mortgage * Owner Ocoupied
rate discount based on depth and « IPL

beeadth of refationship * Home & Contents
* Life Protection

Wealth Building

Flexible retationship benefit * Online Broking
caloulated by RM/PBP/Plannes * Wrap

allowing customer choice on how * Margin Lending
10 use it » Super/SMSF

* Structured Investments

Crrtwrt s e | pan bopert »
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Property Mate for St George

Banking App Home PropertyMate Home

17 PM
17 PM

y » ' e
..-s[.gturg.

My Inspections >
Mobile Banking > ;wyn.; S sag e s
Secursy manage your 5t George @ Sat menay mide wih 4

Bcctunts, ransier Tunda wng thech ;: . savings sccount {0 meet your needs
Latnces .

. @
@ q Home Buyer’s Guides
i e e

Find your nearest Lender

Open a bank account \ A S
anytime, anywhere ontact a Home Loan Expel
=

Help  Contact us

\Ilestpac GROUP




Property Mate for St George

On first visit List view of saved properties Map view of saved properties

WA 0 W Q o 217 PM . PTHR o 17 PM

My Inspections

> i €
acluft g d X L § z
cark ¥ ey & g c F
B o~
Blaw 5t ¥ North Bondi L
(‘a\ oy s » Bl
v & P o
"‘l,‘ *; v
‘.'.._' N
Brin 5t Bren o s
A
e ’ Bond|
Melp Contact us (% Stgrorge
~
Bonoi
Shale Park
N

The branch nearest to each property will be
displayed on map view
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Pay To Mobile

Transfer Funds

From

5 Complete Freedom
430702 230

Bal:

own
nts

Pay to
mobile

gnsd Pay to Mobile
obile
payto™

w find out more
Recipient
P “t
Recipi®

<on fo pEY
Hame piine persed

Name of the perzon to pay

Rempienfs mobile number
nt
Remwe

s 2.9 U8
Aystraie? mobie

- dva\‘e Vead torms
Conﬂ‘mons on\\ne

x
e
[ | agree to access the Pay ta Mobile Terms and
Conditions online and have read and accept their

x

€55 the p
5 Iyt ;
aNd hgye ,-Eadfgob

ile Ter,
L =05 g
ng acm

© 5t.George Bank - A Division of Westpac
Banking Corporation ABN 33 007 457 144
afiol |‘\—-/J AFSL and Australian Credit licence 233714
Barking < L jan -
w a5t and AV

S Bangg,

A Divig;
stion 4 N Of Vg
" Creat 10 007 457 107
IDE%?SS?’M
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Pay To Mobile

Recipient
Wlfestpac croup




Make It Easy and

your Customers will Reward

an g
PRIER GrCAmis A

SPTRAALT OFTALLS

I A

B b T T B

dmee Seag Dsariate Lo

RECTARGE YOUR PREFPAID MOUILT OR WIRTLESS THOADDAND

|

-

e 1A Coe ey bena
’ B ' .-
" .
’
—_— - s - ex 2
. - -— 0

Conttn | s Bagmy

Metrics
Visits

5,500
5,000
4,500
4,000
3,500
3,000
2,500
2,000

o @*‘ &

Jul 11, 2010 Jul 18, 2010 % Che.
4,439 5,093 13.5%
M Congratulation I

5‘

& @’*‘

3653 3635

PP
“’w’w‘%“

12,000
10,000
8,000
6,000
4,000
2,000

G402 5500

5,000
4,000
3,000
2,000
1,000

0

o

1@'1@'9'9'9'919
o &

‘@u \&*ﬁ\ ‘3?7\ @-‘5‘ ¥ $°

Password retrieval
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Make It Easy and

your Customers will Reward You

UNMETERED ig

BIGEIND  Home Web '“

My Account

My Data Usage | Data Packs

hly Bill tly Purchases
My Blogs and ... | My Alerts
Lacation Mare =

DATA CHARGES APPLY to browse the
sltes lsted In Most Used and Last Used
mare Info pins terms & privacy

UNGITESID @

Online 8ill (<
My Account Login

Username: |~ j
Password:

SIGFND Home Web B

Ny B&l Prepaid Transfer

‘Remember my password

My Data Usage My Purchases

<A

w2l — Buy Data Pack My Alerts

K] | Coment.

©gaving Username & Password Tribe Social Net..  More >

OHow do | Register for "My Account'? My Account Balance & Usage: Check Now

Content Others Like
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Mobile Is the New Battleground

Customers are embracing in an accelerating pace

Surprising determination to use and explore even when not optimised

Even more compelling when the experience is optimised

Customer Will Reward You

“’eStpaC GROUP
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