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CE Rankings Methodology:

Sites & Sample

SITES EVALUATED:

SAMPLE:

Bank of Scotland
Barclays

Halifax

HSBC

Lloyds TSB
NatWest

RBS

The Co-operative Bank

8 evaluations; 1862 panelists total
227+ per site, UK online adults 18+
Not a current customer of banking site evaluated

TIMING:

Wave 1 evaluation period: July 18—August 7, 2007
Next study delivered: Summer 2008
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Overview of Results

Overall CE Index

Brand Impact Index
Acquisition Impact Index
Customer Satisfaction Index



Index Rankings Summary

Acquisition Impact

Customer

RANK Overall CE Index Brand Impact Index Index Satisfaction Index
1 Lloyds TSB The Co-operative Bank RBS Lloyds TSB
2 The Co-operative Bank Lloyds TSB Lloyds TSB The Co-operative Bank
3 NatWest NatWest NatWest NatWest
4 Halifax Bank of Scotland The Co-operative Bank Halifax
5 RBS Halifax Halifax Barclays
6 Bank of Scotland RBS Bank of Scotland RBS
7 Barclays Barclays HSBC Bank of Scotland
8 HSBC HSBC Barclays HSBC

|:| = Indicates the statistical top tier sites




Overall CE Index

— Keynote Overall CE Index
Lloyds TSB 672 | comprises three indices:
T . .
Si?£§< The Co-operative Bank 667 « Customer Satisfaction
* Brand Impact
_ NatWest 657
» Acquisition Impact
AGGREGATE 650
Halifax 648
RBS 648
/’
Bank of Scotland
Bottom
Sites Barclays
HSBC 625
N

620 630 640 650 660 670 680

Differences of approximately 19 points or more are
significant at the 90% confidence level Mean Score
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Drivers, Best Practices, and Opportunities



Business Impact Drivers

TOP IMPACT DRIVERS BRAND IMPACT ACI(E/'lIJDliIC'l:::_ON
1. Design and Organisation > HEEENE HENER

2. Customer Support > HEEBE B EE

3. Offering Interest > B BEENR

4. Environment Consciousness > Il BE B

5. Ease of Opening Account NN T ]

6. Other Financial Accounts Interest > | N

7. Site Performance > [ H []

8. Privacy & Security > | H []

= The highest partial correlation of driver to index




Driver Rankings (1 of 2)

RANK DeS|g_n af‘d Customer Support Offering Interest Envw_onment

Organisation Consciousness

1 NatWest Lloyds TSB RBS S CE-epEEUIE

Bank
2 The Co-operative Barclays Bank of Scotland HSBC
Bank
3 Lloyds TSB Halifax NatWest Lloyds TSB
4 RBS ln® (CO-CPSFEINE Halifax Barclays
Bank

5 Barclays Bank of Scotland Lloyds TSB Halifax

6 Bank of Scotland NatWest HSBC NatWest

7 HSBC RBS The Co-operative Bank of Scotland

Bank
8 Halifax HSBC Barclays RBS

|:| = Indicates the statistical top tier sites




Driver Rankings (2 of 2)

Ease of Opening

Other Financial

RANK Account Accounts Interest Site Performance Privacy & Security

1 Lloyds TSB RBS NatWest Lloyds TSB

2 Halifax HSBC RBS Halifax

3 Barclays The Co-operative Halifax The Co-operative
Bank Bank

4 HSBC Bank of Scotland Bank of Scotland Bank of Scotland

5 Bank of Scotland Lloyds TSB The Cgﬁﬁf rative NatWest

6 The Co-operative Nat\West HSBC Barclays

Bank
7 RBS Halifax Lloyds TSB RBS
8 NatWest Barclays Barclays HSBC

|:| = Indicates the statistical top tier sites




