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Westpac Banking Corporation ABN 33 007 457 141. 

Mobile – Putting on the Customer Lens 



 How to earn all of customers’ business 
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The one Constant is Change – what was our world in 2007 
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2007 
 

MFI was determined by the customer’s  

transaction account 

 

 MySpace was the largest social 

media site 

 

Borders Book stores were growing 

 

Kodak was selling lots of cameras 

and more photos were captured on 

cameras than mobiles 

 

Nokia was the hottest smart phones 

2017 
 

MFI is determined by online mobile 

engagement 

Facebook has over 3 billion users 

mostly accessed via mobile. Every 

brand ad pulls in customer reviews and 

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 

 

What will the world be like in 2017? 



Westpac KnowMe CustomerVision 
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One of the key ways to delight customers is mobile online banking 

 

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 



Westpac & St George Customers are 

embracing Online Banking 
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Embracing Mobile Banking even more so 



9 

Mobile is the fastest growing interaction type 

Marketing heaven in terms of Reach and Frequency with an 

attentive customer 



Westpac Customers Use it Consistently 
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Westpac Customers Use it Often 
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Pay Bills 
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Checking Balances 
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Customers would recommend 
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   FY12 YTD 

Mobile overall 59 

Consumer 60 

Business 61 
B Y  P L AT F O R M  

iPhone 61 

iPod Touch 68 

Android 53 

BlackBerry 25 
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This is the future focus for the Customer 

Engagement Service and Sales Opportunity 

Promoters 

Detractors 



Now Introduce the Ipad version 
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Tablets just make it even more interesting with 

the additional touchpoint 
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This is the future focus for the Customer 

Engagement Service and Sales Opportunity 



Retain customer relationship 

Jan-08 Jul-08 Jan-09 Jul-09 Jan-10 Jul-10 Jan-11 Jul-11 Jan-12

Desktop Mobile

Mobile Search represents  

18% of PLs search 
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Engage the Customer when they start their 

journey online 

Engage Customers when they Start their 

Journey Online 

Jan-08 Jul-08 Jan-09 Jul-09 Jan-10 Jul-10 Jan-11

 10% of Branded Searches 

start on a mobile device 

 



Retain customer relationship 
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Engage the Customer when they start their 

journey online 

Engage Customers when they Start their 

Journey Online - Personalised 



Retain customer relationship 
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Engage the Customer when they start their 

journey online 

Engage Customers when they Start their 

Journey Online - Personalised 



Retain customer relationship 

Engage the Customer when they start their 

journey online 
Property Mate for St George 

Banking App Home PropertyMate Home 



Retain customer relationship 

Engage the Customer when they start their 

journey online 
Property Mate for St George 

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

The branch nearest to each property will be 

displayed on map view 



Retain customer relationship 

Engage the Customer when they start their 

journey online 
Pay To Mobile 



Retain customer relationship 

Engage the Customer when they start their 

journey online 
Pay To Mobile 

Sender Recipient Sender 

Recipient 



Retain customer relationship 

Engage the Customer when they start their 

journey online 

Make It Easy and  

your Customers will Reward You 

Username retrieval 

Password retrieval 



Retain customer relationship 

Engage the Customer when they start their 

journey online 

Make It Easy and  

your Customers will Reward You 



Retain customer relationship 

Engage the Customer when they start their 

journey online 
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 


