pa -} Best Practice in Online Financial Services
Connecting With Customers Through Their Mobiles

ntelligence

nnllnn competitor

Contents

1. Introduction

2. Screenshots included

3. Example

4. Cost, next steps and about Mapa



Introduction

/— Countries included: ﬂ

&
=

January 2010 — Page 2 © Mapa



Site

Internet

US Bank

US Bank

UK Credit Card Provider

Applications
UK Bank

UK Bank
US Bank

US Bank

Spanish Bank

SMS Services

US Bank

UK Bank

Dutch Bank

UK Credit Card Provider

Screenshots Included

Description

Free mobile web service. Customer login using Internet Banking details
Mobile for smartphones login using their internet banking login details
Mobile internet service including setting up alerts and changing personal preferences

Mobile Banking Pack including Monilink application. Most advanced Monilink application
also allowing internal transfers

International money transfer using Monilink application for certain account holders

Mobile for the iPhone. Customers login using a telephone access code. Unique feature

is making external payments

iPhone application. Interesting features include monitor credit activity and changing account
preferences

iPhone application. Interesting feature includes making external payments to any account

Extensive range of SMS alerts including cheques cleared and credit card payment due

Text Banking SMS subscription. Customers can set up statement, balance and payment alerts
Rabo SMS Betalen (‘Payments’) allows users to send money via SMS or mobile application
Free payment due date reminder by SMS. Payments can be made by replying to the SMS

Non-Account Servicing Options

UK Bank
Swedish Bank
Swedish Bank
Swedish Bank
US Bank

Request service by text message, for example ordering a replacement PIN for their debit card
SMS confirmation when documents are received and processed for unsecured loan applications
Mobile tool to calculate monthly housing cost

Mobile feedback form on mobile banking service available

iPhone application for depositing cheques for customers who are eligible for credit

International Credit Card Prov ATM Hunter iPhone application. The application also contains financial tips

Dutch Bank
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ATM locator application. Using the phone’s camera the nearest ATM will be marked on screen
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Example

Citibank (USA): Mobile Internet service ‘Citi Mobile for smartphones’ introduced in July 2009. Customers go to citi.com on their mobile
phone and login using their internet banking login details (User ID + password).

Landing page after login

Transfers section

Payments section

Services Center section

il 02-UK = 11:23

Pt
citi
Account Info  Payments  Transfers

Account Summary

Checking

Account: Access Account: 321
on depositd
available now$

Account: Checking: 198
on deposit$ =
available now §

Total: $ = on deposit

Savings

Account: e-Savings: 988
on deposit$ |
available now §

Total: § &

Terms & Conditions
Copyright & 2009 Citigroup Inc.
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all 02-UK & 11:24 =

online.citibank.com/U... ¢ ll Gooale

it
Account Info  Payments | Transfers Services

Transfers

Make a One-time Transfer

Set Up a Recurring Transfer

Future Transfers (Change or Cancel)

Transfer History

Terms & Conditions
Copyright @ 2009 Citigroup Inc.

Lall 02-UK 7 11:23 =

Services

# TN
citi
Account Info  Payments  Transfers

Payments

Make a One-time Payment

Set Up a Recurring Payment

Future Payments (Change or Cancel)

Payment History
Add a New Payee

Terms & Conditions
Caopyright & 2008 Citigroup Inc.

all 02-UK = 11:24 =

online.citbank.com/U... C

citr

AccountInfo  Payments  Transfers Services

Service Center

Terms & Conditions
Copyright @ 2009 Citigroup Inc.
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Cost, Next Steps and About Mapa

Cost:
£995 zero rated for VAT (or €995); Cost includes electronic copies of the full report

Next Steps:
If you would like to order this report, or if you have any questions, please contact Mark Pavan on +44 (0) 20 7727 3130 or via email:
mark@mapa-uk.com

About Mapa:
Mapa specialise in online and mobile retail financial services research. We have a global reach and are experts in our field. We provide a
range of services including:
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« Competitor Analysis .
Alli g ANER
» Competitor Dashboards Leicester “ ABN-AMRO .l AVIVA EB@:;"
®

» Consultancy Services
ey Shom i % BARCLAYS IS |
« Mystery Shopping % barclaycard Bupa /|

e Research Credits

churchill’ "), veutsche Bani [] direct tine

Contact us for more details
e Mark Pavan

* Managing Director ICA Banken ING # Leg:al&:

* mark@mapa-uk.com

« +44(0) 20 7727 3130 LLOYDS —~
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Mapa’s Clients
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