METHODOLOGY

What are the CANSTAR Online & Mobile Banking Awards?

CANSTAR rewards institutions with two Awards: Online Banking and Mobile Banking. The CANSTAR Onl/ine and
Mobile Banking Awards use a sophisticated award methodology unique to CANSTAR that compares the offering
of features on both the online and mobile banking platforms across Australia. The two awards aim to recognise
institutions who offer quality online and mobile services to further enhance customer experience.

CANSTAR'’s Online and Mobile Banking Awards is awarded to Bank of the Year and Customer Owned Institution
of the Year, which considers mutual banks, credit unions and building societies. The institution which
cumulatively receives the highest score across the areas of consideration will be awarded the Online Banking
Award or Mobile Banking Award.

How is the CANSTAR Online Banking Award calculated?

Each of the institution’s online banking platforms will be reviewed for the CANSTAR Online Banking Award.
Category weights are assigned appropriately depending on its level of importance across three components to
arrive at the total score.
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Profile Banking Website Satisfaction
Bank 70% 25% 5%
Customer Owned Institution 70% 30% 0%

How is the CANSTAR Mobile Banking Award calculated?

Each of the institution’s mobile banking platforms will be reviewed for the CANSTAR Mobile Banking Award.
Category weights are assigned appropriately depending on its level of importance across two components to
arrive at the total score.

Banking
70%

Website
30%

Profile Banking Website
Bank 70% 30%
Customer Owned Institution 70% 30%

Categories Assessed

CANSTAR collects over 300 different features on the online capability of Australian institutions. The main areas
of consideration are Banking (transactional ability of both desktop and mobile banking), Website (features
available through the website) and Customer Satisfaction (overall user experience with an institution’s internet
and mobile banking platforms).
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Banking

Banking considers the features and transactional ability of both desktop and mobile banking. While desktop
banking looks at features and transactions made from desktop computer, mobile banking captures the
availability of features or transactions that can be made from a mobile application. Weights are split 40%
towards Desktop and 50% towards Mobile.

Feature Category Desktop \ Mobile Examples of data captured

Transactions 20% 20% Transfers, Bill payment;, Transfer Limits,
Processing
Payment Management 20% 20% Create, Schedule and Manage Payments
Other Services 10% 10% Access to other products through same login

Account Status and . .
N N 70% 70% Account Balances, Statements, Transaction History
Statements
Budgeting Tools 0% 20% Integrated budgeting tools, spend categorisation
and graphing
Other Tools 10% 10% Access to other finance tools within same login

Communication, Security and Location

Communication/Security and Location captures features within the internet banking platform for both desktop
and mobile that do not involve transactions. While help channels and applicable security measures apply to
both desktop and mobile, the availability of some features such as availability of applications on different
devices and location services apply for mobile only.

Feature Category Weight Examples of data captured
Alerts 30% Email/SMS Alerts/Push
Help 20% Online chat, Phone-back, Secure mail
Security 20% Extended CV Certificate, Secondary Authentication
Availability 10% iPhone, Android, Mobile optimised website
Location Services 20% ATM and Branch Locator
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Website

The Website section considers features available through the institution’s website. This includes the application
process across four popular products (home loans, deposit account, credit cards and personal loans) where
customers (existing and new) can apply through the website. This section also looks at what tools and
calculators are available, online help and ATM and branch locators. Weights are split evenly between the overall

score for Desktop and Mobile.

Feature Category

Desktop \ Mobile

Examples of data captured

Paperless applications, Instant approvals, Save

Home Loans 20% 20%

progress

, Paperless applications, Instant approvals, Save
Deposit Accounts 20% 20% orogress

Credit Cards 20% 20% Paperless applications, Instant approvals, Save
progress

Perconal Loans 20% 20% Paperless applications, Instant approvals, Save
progress

Online 1D Verification 0% 20% Information used: E:‘.g. Email, Mobile, Drivers

icence

Website Split 35% 15% Personal, Business, Agribusiness
Quick Links 15% 35% Rate & fees, Calculators, Exchange rates
How consumers find : , .
30% 40% Direct links, Need based links
products
Transparency 20% 10% All fees listed, PDS available online, Direct link to

PDS
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Customer Satisfaction
Customer Satisfaction scores apply only to Bank of the Year - Online Banking Award

Customer satisfaction results are based on Canstar Blue's Most Satisfied Customer Award - Banks, where
respondents with one or more financial products assessed their overall experience in the following services:

e Internet Banking
e Mobile Banking

Customer Satisfaction

5

Does CANSTAR rate all products available in the market?

We endeavour to include the majority of product providers in the market and to compare the product features
most relevant to consumers in our ratings. However, this process is not always possible and it may be that not
every product in the market is included in the rating nor every feature compared that is relevant to you.

How often are products reviewed for award purposes?

This award is recalculated every 12 months, based on the latest submissions from each institution. CANSTAR
also monitors changes on an ongoing basis.

Does CANSTAR rate other product areas?

CANSTAR researches, compares and rates the suite of banking and insurance products listed below. These star
ratings use similar methodologies to guarantee quality, consistency and transparency. Results are freely
available to consumers who use the star ratings as a guide to product excellence. The use of similar star ratings
logos also builds consumer recognition of quality products across all categories. Please access the CANSTAR
website at www.canstar.com.au if you would like to view the latest star ratings reports of interest.

e Account based pensions e Agribusiness e  Business banking

e  Business life insurance e  Carinsurance e  Creditcards

e  Deposit accounts e  Direct life insurance e  First home buyer

e Healthinsurance e Home & contents e Home loans

e Landlordinsurance e Lifeinsurance e Managed investments
e  Margin lending e  Online banking e Online share trading
e Package banking e  Personalloans e Petinsurance

e  Reward programs e  Superannuation e  Term deposits

e Travelinsurance e  Travel money cards e Youth banking

COMPLIANCE DISCLOSURE and LIABILITY DISCLAIMER

To the extent that the information in this report constitutes general advice, this advice has been prepared by Canstar Research Pty Ltd A.C.N. 114 422 909 AFSL and ACL 437917
(“Canstar”). The information has been prepared without taking into account your individual investment objectives, financial circumstances or needs. Before you decide whether or
not to acquire a particular financial product you should assess whether it is appropriate for you in the light of your own personal circumstances, having regard to your own
objectives, financial situation and needs. You may wish to obtain financial advice from a suitably qualified adviser before making any decision to acquire a financial product. Canstar
provides information about credit products. It is not a credit provider and in giving you information it is not making any suggestion or recommendation to you about a particular
credit product. Please refer to Canstar's FSG for more information.

The information in this report must not be copied or otherwise reproduced, repackaged, further transmitted, transferred, disseminated, redistributed or resold, or stored for
subsequent use for any purpose, in whole or in part, in any form or manner or by means whatsoever, by any person without CANSTAR's prior written consent. All information 5
obtained by Canstar from external sources is believed to be accurate and reliable. Under no circumstances shall Canstar have any liability to any person or entity due to error
(negligence or otherwise) or other circumstances or contingency within or outside the control of Canstar or any of its directors, officers, employees or agents in connection with the
procurement, collection, compilation, analysis, interpretation, communication, publication, or delivery of any such information. Copyright 2014 CANSTAR Research Pty Ltd A.C.N. 114
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