Westpac Digital Customer Experience Journey

Matt Saunders
Director of Digital Innovation
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nehaviours

Changing customer

~— INTERACTION & COMMUNICATION
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of customers want the ability for more
Self Service
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of customers want more
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personallsed service
Source: Various Financial Services studies taken across US and Europe between 2012 and 2013

advisors with the right skills

- FEEDBACK & FOLLOW UP |
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of customers posting feedback on social media sites
don’t know how to give direct feedback
or it’s never followed up
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of customers that switch banks say they
would have stayed if their bank had

taken more interest in how they’re feeling
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Successful personalisation can only be
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achieved through digitally-led, human-linked

of customers want to speak to
conversations

Near real-time opportunities for feedback and follow
up through ‘Voice of Customer’ means we can listen,

learn and act w




Aim:

Deliver personalised financial services to
our customers wherever they are,
whenever they want.



Services which are central to customer needs

—| Uses time to help customer Makes payments easier and Delivers simple, intuitive
draw powerful financial insights faster for customers PFM to customers
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Innovations that are making banking faster and
easler for customers

Google Glass Smart Watch —| Fingerprint scanner







Innovations that are making banking faster and
easler for customers

Google Glass Smart Watch —| Fingerprint scanner







Innovations that are making banking faster and
easler for customers

Google Glass Smart Watch —| Fingerprint scanner




2. Customer D

Quick Access




First attempt - Cashtank

,ﬂ' e — ‘ Smart watch
Android
widgets

WESTPAC ACCESS
$913.65 avai

EVERYDAY ACCOUNT
Last updated: 25 Jan 2012 at 3:16pm

$834.77
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Login to Mobile Banking >
for transfers and more

Goog}lke Glass |

In car? ‘"
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Take 2 — Get Paid

H+

H

Accept payment

Accept payment

Dashboard

Send payment request
Email my customer a request to pay me

M Amount $ 100

Payment method 5
Accept payment Transaction Approved
V“ Accept a payment now from my customer Card holder a smith Transaction 1D: 000321901 1-01
:
Card type Visa
Send receipt
My customers Card no. H - -
' D View and manage my saved customers
Expiry May:. 2017 A receipt will be sent to asmith@something.co.nz.
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My transactions
View my transactions and manage refunds
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FRESH IDEAS, EXCEPTIONAL GUTCOMES




Take 3 — New Internet Banking




2 [customer ID
AP Password

Quick Access

BETA
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Welcome

Accounts

Thank you for joining our °
Online Banking BETA trial.
Let us know what you think.
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Open / apply

O]
$2,120.30 Avail ==

Westpac Access
$2,120.30 Bal

I Westpac Electronic $2.57 avail
$2.57 Bal

I Choices $192,279.81 Avail
-$6,857.19 Bal

I Choices $23,369.75 Avail

-$67,900.25 Bal

Hi Ian
Just following up from our chat today, If you need any more help, let me know.

Alana Swain, Relationship Manager % Email @ Call @ Video chat

Accounts

Available

Joint Account
$2043.00

03-0104-0868752-000

Available

Personal Account
$9199.90

03-0104-0868753-001

Platinum Mastercard7M
Get Platinum and earn 10,000 instant hotpoints

Savings & Investment

Pre-approved limit
$15,000.00

Balance
$2003.00

Batance

$9199.90

& Activate now
More details

Avallable

Holiday Savings
$5232.32

03-0104-0868752-001

Online Bonus Saver
03-0104-0868752-081

Kiwisaver
456789

Balance
$6232.32

Balance
$5000.10

Balance as at 1 May 2013

$20,050.10

O Logout
Open/apply
& Apply for a home loan
# Apply for a personal loan
& Apply for a credit card
I would like to...
++» Transfer between accounts
& Make a payment
Recent & upcoming See more
Tomorrow
l Mortgage repay. — $640.00 ¢
l CHOICES Repay &
) vodafone Nz —$79.00 &
Today
J o Powerco Lt —$156.33 @
Later Today
[ cuba st Fruit Man $12.10
]| o Moore witson's —$82.30
| 1> Moore witson's $82.30
Yesterday
I New World $26.50
J i New worid — $26.50
I ABC Widgets Ltd + $1,980.98
J| 1o cuba st Conveni —$8.00




Timeline

- - ¢ Logout
Timeline
T ime line e Timeline includes
Q, Search
~ All accounts
1 S fut 1t t t -~
ccounts REEE = All de Il payment 20 un 2014 (Tuey e fulure payments (st is tomonew) Joint Account 1
i Personal Account
See future payments (next is in 17 days) & I 10 Powerco Lta Prannea - MONEY MARKET —$156.33 ¢ 1
Later Today Holiday Savings [ ]
12 Dec 2013 (Today) Today I Cuba St Fruit Mart $12.10
. . ¢ — ~ Money out (withdrawals;
No items on this day. [l 1o moore wison's $82.30 £7m )
I - ~ Money in (deposits)
10 Dec 2013 (Tue) l Moore Wilson's $82 30
N 2 Show as two columns
I om Westpac Electronic + $5.00 2un 2074 (Mon)
I 1o vew wona ~ $26.50 From To
C i +
I m Westpac Electronic $2.00 I o vew worid $26.50 = >
I om Westpac Electronic + $1.00 I ABC Widgets Lid +$1,980.98
I 1o cuba st convenience store $8.00
I » Westpac Access - $5.00
8 Jun 2014 (Sun)
l Westpac Access - $2.00 I ©© Foo insurance - $97 16
I ) Westpac Access - $1.00 3 Jun 2014 (Tue)
N World Metr -
29 Nov 2013 (Fri) | ew World Metro $14.50
31 m 2014 (Sat
I 7o Loan repayment +$42.00 ay (sat)
I 1o New world Metro $12.20
Interest — $53.39

28 May 2014 (Wed)

@J C - I 1o countdown $243.02

ounts ) ~ay nts -




Payments

(') Logout
< Q < Make a payment or transfer
Accounts PHV()().‘)‘ Someone new
From t > Q
Their name: @ Make a payment or transfer Accounts Payees Someone new
To >
m T | ' rgani Accounts Their name:
2 Planned
Their account number: C‘_\_ Amount  §
= Vodafone NZ Amount Their account number:

(Nnckne 26 September 2013 —$79.00

Date 10 Jun 2014 (today)
sy

LS4
Cancel Continue Save to Payees list on @

@ This payee will be saved once the payment is
complete.

Nickname for this payee (optional):

Done




Westpac Beta Site



http://uat.nib.silverstripe.com/

1T’ hank you



