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Foreword & Executive Summary

Chris Berger
Co-Founder & CEO

Fivvioconsult

LinkedIn

2012-2015

Erste Bank Group: CEO George Labs
2016-2019

Bank Cler: Program Manager @ Cler Zak
2018-2020

Sparda: Strategic Advisor @ Sparda TEO
Mentor in FinTech Forum D.A.CH.

Why are we carrying out this study?

50-85 million customers will switch to neobanks within the next few years*.The arsenal of ways to counter this trend is
limited even for large institutions.

Inaction is not an option, and doing anything reactionary is out of the question. To help you find the right path, we're
producing an annual digital maturity study of over 220 banks in Europe and North America.

Using a 300 point criteria, 3 analysts evaluate each institution from the customer’s point of view and then suggest
improvements using examples of best practice. In this way, we show how you can improve the relationship with your
existing customers and attract new ones.

The key findings of the FinvoscoreStudy 2022:

This year’s Finnoscore reveals, first and foremost, that even established neobanks are finding it increasingly difficult
to stay both lean and attractive when it comes to tapping new sources of revenue.

The best example this year is N26 in Germany: 12 months ago it was still the industry leader in the analysis, but now
the bank has fallen to 17th place in the new analysis, mainly due to its increase in complexity, as it now offers a
broader range of products. There are also comparable direct banks in Switzerland and Austria, which are struggling
to stay innovative, lean and, attractive as they grow in size.

Another noticeable trend is that more and more banks are focusing on programmes to increase customer loyalty as
well as visible sustainability initiatives. We are convinced that relationships with existing customers can be
permanently strengthened through a smart combination of regional presence with attractive offers in these
dimensions. This is an essential component when it comes to defending the customer interface.

*AT Kearney Studie OpenBanking 05/2019
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Fivivoscore

The independent
bank comparison
that provides
objective
answers.

The Finnoscore is based solely on publicly
available information and objectively
assesses the digital maturity and
innovation experience of banks.

With more than 30 years of cumulative
financial experience, it's the Finnoconsult
team that is responsible for additionally
classifying the results.
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DIGITAL BANKING




Fivivoscore

We make sure
you're able to
measure and
compare the digital
competence of
banks.

Measures the quality and
attractiveness of the digital
offer from the point of view of
the customer

300 criteria in 12 dimensions*
for an objective expert
assessment. The data was
collected between January and
October 2021

Annual analysis and benchmark
report of over 220 banks from 26
countries in Europe and North
America with 1/3 of the

banks from DACH countries



Overview Finnoscore 2022 dimensions

D Website

Scope

Usability

Multi-Device functionality
User Interface Design
Search engine

Online
Marketing

= SEO
= Paid Search

Display Advertising

Appeal for potential

@ customers

Access from
Homepage
Description of benefits

% Online Sales

Calls to Action
Online-Calculators
Product-Comparisons
Product-Ratings
Product-Wizard

E2E Processing

Online
Onboarding

= Process description
= |nput data
= Authentification

Price
Transparency

= Overview &
Orientation

= Comparison with
competitors

= Product configurator

@ Omnichannel
Communication

= Discussion forum

= Feedback-Tools

= Search for advisor

= Branch search

= Contact channels

= Response quality and speed
= Appointments

©® Social Media &
6-6 Community

= Social Media Presence
= Business Portals
= Reactions

@ Loyalty
& Ecosystem

= Program(s)
= Attractivity

Mobile App(s)

= Visibility

= Features

= Ratings

= Demo function

Online Banking

= Visibility
= Features
= Demo function

'z Innovation &
\é Sustainability

Visibility of Innovation
Co-creation
Sustainability agenda
CSR
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BEST BANK

INTERNATIONAL
ALL CATEGORIES
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Where do the
European & North
American banks
stand in terms of
digital competence?




Fiimoscor@022 has revealed the answer

Find out how customers experience banks. Who are the winners, who are the
losers? Who flew to the top this year and who was defeated? How are the neobanks
doing this year? How do the banks compare internationally?

Find out with the most comprehensive European bank comparison.



Fivivoscore

Aaaaand the
winneris....




Fivvoscore

Bank Country Finnoscore

— PKO Bank
1 ﬁ Polski Poland 7.40
2 BEa!}STEé Erste Bank Austria 7.36

Top 5 banks

international |y 3 BCRS BCR Romania 7.30
L] Slovenska .

3 5 Sosiclie Slovakia 7.30

5 Slperiel [Fenls Germany 7.22

mom BW



The winners and losers
International

o Top 5 Winners

N

Sparda-
Bank

Bank

Sparda-Bank
BW

ERSTES Erste Bank

i 8 &

Axos Bank

Banque
Populaire

CSoB

Country

Germany

Hungary

Greece

France

Slovakia

Points

+1.79

+1.73

+1.69

+1.56

+1.36

o Top 5 Losers

2 SBAB!

Bank

Axos Bank

SBAB

HSBC

Royal Bank of
Scotland

ING

Country

USA

Sweden

United
Kingdom

United
Kingdom

Romania

Points

-2.05

-1.33

-1.22

-1.21

-1.20



Finnoscore 2022 international country comparison

(Average scores per country; the number of banks rated are in brackets)

Poland (9)
Slovakia (4)
Czech Republic (5)
UK (15)

USA (20)
Canada (6)
Belgium (5)
Germany (29)
Romania (8)
Switzerland (15)
Spain (7)
Hungary (9)
France (10)
Austria (19)
Netherlands (7)
Sweden (6)
Norway (2)
Portugal (4)
Denmark (5)
Turkey (6)
Ireland (3)

Italy (8)

Greece (5)
Serbia (6)
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The “ideal bank” - the top performers in each dimension

D Website

WELLS
FARGO

i’ Online
Marketing
=

Bank of
Ireland

Attractiveness for
future customers

yuh

0 . .
@ Online Sales % Omnichannel D Mobile App(s)

Communication

[ ]
Bank Polski
Online ,9\ Social Media @ | Online Banking
Onboarding 06-6
@ Sparda
y/A &
TATRA BANKA —
Price @ Loyalty & _‘@’_ Innovation &
Transparency Ecosystem =/~ Sustainability

S Frank #Bank Austria Bork
Member of QUniCredit gcngo C L E R



Fivioscore -Top 10 DACH banks

—

ERSTES

Bank

Sparda-
Bank

|_Bw |
o

Bank

Erste Bank (AT)

Sparda-Bank BW
(GE)

Hamburger
Sparkasse (GE)

Deutsche
Postbank (GE)

ING
(GE)

Finnoscore

7.36

7.22

7.04

6.93

6.91

*

*
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Bank

RLB NO-W (AT)

Deutsche Bank
(GE)

Sparkasse
K6lnBonn (GE)

RLB 00 (AT)

Credit Suisse (CH)

Finnoscore

6.90 *

6.90 ¥

6.86 ¥
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Discovery procedure model at a glance
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Heatmap analysis & topic selection

1) Heatmap & pre-selection

Joint review of the heatmap and definition of
the Finnoscore areas for detailed analysis and
workshops

2) Detailed examples
Detailed preparation of the most suitable
examples of best practice

3) Workshop preparation
Outside view: Detailed insights into the best
practices for each category

Inside view: Reflection and comparison with
ongoing activities

Starting point = heat map with detailed
comparison against best practices nationally &
internationally




Discovery workshop 1

Discovery workshop 2

Online marketing

(esp. paid search, display advertising)

Website

(Usability, search function, UX)

Social media

(Engagement, reach, feedback)

o ———

Focus: marketing/SoMe &
website

Discovery workshop 3 ———

Online banking

Online onboarding:

(comprehensive)

Price transparency

(comprehensive)

=

Focus: user journey
Online sales

Mobile & online services

(comprehensive)

Omnichannel communication

(UX / scope of contact options)

Loyalty programme

=

Focus: daily interaction

& retention

W

Defining the focus & scoping the discovery workshops



Discovery workshops (interactive with Miroboard)

Sticky
SLOVENSKA & CTAS
BB UmeETE M amb  sewiiearse e - = __
vimeee ot mMONE LUNAR * @ =
l:‘ . . SAVE NONEY ON YOUR
. SUBSCRIPTIONS

Presentation of
customer advantages

v

HOW IT'S DONE:

Live demo —via
Miroboards

Direct comparison
with peers and
international best
performers

3-4 examples per
criterion
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Matrix with measure prioritisation:

Potential areas for improvement with business impact and effort

Impact
Quick wins Long shots
Optimise
More targeted responsiveness
approach to new when contacting Structure topic pages
customers / (e.g. with a contact more clearly, highlight
adaptation of the form) benefit Y, gl gl
ramepage ety SRy
aimed at existin - . ;
Simplify/streamline 9 point of view/feeling
contact form(s) Make better use of / like the IKEA
play with customer approach)
Instagram link tree for ratings/reviews
conversion to
products
See if/fhow TikTok
can be used e Kununu, Trustpilot,
Emphasise regional (regional) influencers b LTSl e
proximity more ecome more active
through
representation of
people/consultants
Fill-ins Thankless tasks

Effort



Executive Report:
compact format with key findings & recommendations

UX/UI Design
Findings

Strengths
+ Ul fit the corporate branding
+ Consistent design between desktop and mobile websites
+  CTA: first person button more likely to engage
+ Content: UBS has a lot of good content available, covering different steps ol

mortgage process

Improvement potential

3 clicks to access the mortgage page, the main category is no clickable, for;
another click

Only alternative entry points on the homepage is the footer

Website is mobile friendly, yet not optimal for a mobile-first usage

Overall interface design would be benefit from a more modern redesign and

components

HUBS mrivote clens [ =]

Mortgage Calculator

How much will my mongage cou?

Online Marketing
Recommendations

Technical improvements

Analyse again the page speed of the website

Some Html elements have headings (h2) markups

Clean up global backlink profile to improve authority

Multiple errors in the developer console. E.g. Brightcove.com

Content improvements suggestion

Take advantages of images by inserting keywords within captions

Answer the most asked questions about the page topic within the landing page

Create backlink magnets content to increase the # of healthy backlinks to money pages
Consider adding videos to increase the chance to have rich snippets in SERPs

Add more "hero” images to landing pages to increase to have rich snippets in SERPs

v

@ google.com U]
ausblick immobilienmarkt schweiz X

Al News Maps Videos

Ausblick Immobilienmarkt Schweiz |

- w

Wie entwickelt sich der

Schweizer ~
Immobilienmarkt? —_ -
Erfahren Sie in

uaton Videos moh. &

People also ask
Werden die Immobienpreise wieder sinken? v
Wie wird sich der immobilienmarkt entwickein? v

werden die Immobilienpreise am meisten

pa +




Here’'s how Finnoscore has helped our clients.

“The assessment from Finnoscore showed us a host of potential areas for optimisation
that we already knew about and some that we weren’t aware of, and put them in relation
to our competitors by using a score. The score also helps us better understand our
strengths. Both of these help prioritise work to improve our digital experience.”

Christian Mitschke,
Head of Digital
Aacquisition at
Consorsbank

“Although we scored well in the Finnoscore overall digital score, there is a bank
internationally that does better in almost every area that was assessed. Finnoconsult's
competent and highly prepared team was able to show us in detail how we can deliver

even better experiences for our customers and better results for the bank.”

Jurai Barta, Head Digital
Channels at Slovenska
Sporitelna



Foreword & Executive Summary

Methodology of the study

International results

Optimising with Finnoscore

About Finnoconsult



Key facts Fivmoconsult

* Turnover EUR 10 mil. p.a. (average of the last 3 years)

» Workforce 40 experts

» Locations Berlin / Vienna / Paris / Budapest / Zurich

* Expertise Customer insight experts Web & mobile developers UX experts / Ul designers
Business analysts IT architects Creatives / innovation experts

Agile facilitators / scrum masters  Requirements engineers  Digital marketing / growth hackers

L] .
Awards . Capital
banki /— o i

Handelsotant Bann ey
technology, DIAMOND STAR

bt AWARD

DIGITAL BANKING o,

International Banking Constantinus Award “18: Handelsblatt Capital '20:
Tech Awards “18: 3rd category “Mobile Apps” Diamond star “18: Top-rated FinApps
3rd category “Mobile Finalist “Digital Banking”

Apps”



Our management team

Chief Strategist / Head of Sales Chief Creative / Head of Products

Key functions (excerpt) Key functions (excerpt)
Erste Bank Group: CEO George Labs 2012-15 Erste Bank Group: auth. Proxy George Labs 2012-15
. : Bank Cler: Productowner @ Cler Zak 2016-19
Bank Cler: Program Manager @ Cler Zak 2016-19
Chris Berger Sparda: Strate%ic Advisorg@ S%arda Teo Martin Schachinger Sparda: Productowner @ Sparda Teo 2018-20

Fivivoconsult 2018-20 Finvioconsult
Mentor in FinTech Forum D.A.CH.

Chief Designer [ Head of Marketing

Key functions (excerpt)
Bank Cler: Designer @ Cler Zak 2018-19
Sparda: Chief Designer @ Sparda Teo 2018-2021

Guillaume Vaslin
STUDIO



Our references since 2015 (excerpt)

SLOVENSKA S x Raiffeisen Bank

sporitelia |nternational

| wustenrot N

® P S A Raiffeisen

Versicherung

ol © UNIQA

“Eorar< [ HUK-COBURG

E E A‘l :l Stadt

& Lufthansa V Wien

bank V@
E"d DZ BANK

v VOLKSBANK

eeeeeeeeeeeeeeeeeeeeeeeeeeee

Oberbank

= CLER il
Bonce 8 BNP PARIBAS
Basl o Consors
( Kantonalbank valiant
PostFinance’s MIGROSBANK
Walliser %UBS
Kantonalbank
[ ]
amag Leasing S S?arkasse
KélnBonn
[
VKB |B/ £ Finanzportal

ADAC @BB L= Naspa

Nassauische Sparkasse



We look forward to meeting
you in person!

We would be happy to tell you more
about the study, our expertise, and our
best practice experiences.

Berlin Vienna Paris

Zurich Budapest
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Chris Berger

Managing Director
Finnoconsult

+43 664 8180166
chrisberger@finnoconsult.at
Rasumofskygasse 26 « 1030 Vienna
Austria
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Martin Schachinger
Managing Director
Finnoconsult

+43 699 1350 7690
martin@finnoconsult.at
Rasumofskygasse 26 « 1030 Vienna
Austria

Guillaume Vaslin
Managing Director
ENNO Studio

+43 664 8180166
gv@ennostudio.com

Skallitzer Strasse 68¢ 10997 Berlin
Deutschland



