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

learn and act  
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Changing customer behaviours 
FEEDBACK & FOLLOW UP INTERACTION & COMMUNICATION 

of customers want more 

personalised service 

78% 

71% 

65% 

of customers want the ability for more  

Self Service 

of customers want to speak to 

advisors with the right skills 

Successful personalisation can only be 
achieved through digitally-led, human-linked 

conversations 

76% 

70% 

of customers posting feedback on social media sites 

 don’t know how to give direct feedback 

 or it’s never followed up 

of customers that switch banks say they  

would have stayed if their bank had  

taken more interest in how they’re feeling 

Source: Various Financial Services studies taken across US and Europe between 2012 and 2013 
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Aim: 

 

Deliver personalised financial services to 

our customers wherever they are, 

whenever they want. 
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Services which are central to customer needs 
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Delivers simple, intuitive 

PFM to customers 

Delivers branch like 

capability to customers  

Makes payments easier and 

faster for customers 

Allows customers to activate and 

adjust all products and services 

Delivers a personalised, relevant and timely  

customer experience 

Uses time to help customer 

draw powerful financial insights  
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Innovations that are making banking faster and 

easier for customers 
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Google Glass Smart Watch Fingerprint scanner 
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First attempt - Cashtank 

Google Glass 

Smart watch 

Android 

widgets 

In car? 
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Take 2 – Get Paid 
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Take 3 – New Internet Banking 
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: 

Logon 
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: 

Welcome 

15 



: 

Timeline 
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Payments 
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Westpac Beta Site 
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http://uat.nib.silverstripe.com/
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