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A journey...

1998 A web presence ‘Brochure ware’ Website

| Eile Edit iew Go

J'<:=,=>,°_$@|@@3

B ack. Earsard Stop Fefrezh Home Search Fawaorites Hiztory Channelz

Fullzcresn I il

j Address i@ hitkp: A M v westpac, com. aus vI
J Link= @ Corporate Intranet Home Fage @ MHebwork Communications [Development] @ I ebwark. Communications [Production] »

wWifestpac i
= Apply Onllne E.l.i:khereferacomp'ete

_ Pist off Products =

Cnline Banking

Foremal Home loans

Isr:fpe.:rt;?q?\:tatai‘on =% Sawve time applying for your Home Laoan g Credit Card

- femn=2 ) through our easy to use online facility : ERECEES WD ST T ioaion
form and apply for the

Insurance
m HQmE and Contents Insurance credit card that best suits
Corporate & Feceive a gquote and apply online for your wour needs.

] i Home and Contents Insurance Folic -
Institutional L) Smart Banking

Mews & Updates Investment Property loans & Tips on how te maks the
About Us Apply for your lnvestment Property Loan het tip maost of your bank account

. . | li f. ilit and sawve on fees and
nowy, using our simple online facility charges.

ir Home Page E![EI’;‘:@B:E Transaction Accounts
Business Finance

A2 Search f
pet rtchU Y¥ou can send us an online request to open a A e
EA Conta & i i e application
Classic or Classic Plus Account GoREseurapplioation
form to apply for business

(#) Locate Us B
Ea!ﬂngs & Inﬁiesimeni &E!:Q! ints finance or an owverdratt.

=% Open a selection of savings accounts -
! ~ including Bonus Saver & Term Deposits

Personal | oans
— % Apply now! Finance far a car, holiday, home

e ""
'xzf—);') furnishings... in fact any purposel

: E-Mail an Expert

—_>
For Informaction Call 1320372

Copyright @ Westpac Banking Corporation, A . R.B.N. 007 457 141, 1999

|@ I_ I_ I_ Iﬁ Internet zone e

| | J Bl 50




s

A journey...

2000 Customer Focused ‘Transactional’
Website Redesign
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W7  Invest

Westpac Banking Corporation
ABHM 33 007 457 141

Areyoual, 2 or3?
Find aut now and see how
wou can invest.
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Get a better picture of
your banking

See an online transaction
demonstration.

Eedgister or Sign in to Internet
Banking.

Sawve 40% on your
home loan

Mow wou can sawve 40°% with
our smarter than average
homez loan. Find out how,
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Stay up to date...

“lew cument foreign exchange
rates and use the exchange
calsulator.

We can help you with

Premium financial solotions with
Miastpac Private Bank .
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Online maintenance
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Aoguote for wour Home &
Contents Insurance.

Latest news and updates for our
shareholders .

Global Rewards

Find out how the Ansett situation
affects you, or call 1300 651
0849,

=

|@ [1 item remaining] Downloading picture bttp: A Asan westpac. com. audimagezdzz_redtriangle.gif...

ﬂ Startl ‘! Harmy W’endt...l @ Microsaft F'-:-...l @Washington | @ E =ploring - F'| @ http:/dmedia. . I I@‘Jestpac

l_ l_ | Intemet

Australia’s
First Bank

51

|E<ﬂf@9 Al 11:E0



s

ourney...

2002 Customer Centric ‘Trusted Partner’ Webtop
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- Payment tips Bonus Saver Account 337952 F4.016. 09+ $4.015.04+  Collette Dinnigan positioned
2 Classic Plus Account 519595 F3.519.55+ ¥3.519.55+ her business for growth.
*Recelving payments | pjacic plus Acsount 520617 $1,173.25+ $1.173.25+ - -
- Managing tax hastercard 004571 $0.00+ EIEEECRLr  Business Solutions
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and services = e : fill in your BAS
Submitted Awaiting Due v :

A7 Jul 2002 Date 519595 F1.00

Purchase Summary Wiestpac B2 Buy

Order Furchase  Inwoice

[rate Status Order [Drate Amount Supplier

Boize Cascade Office

16 har 2002 Awaiting supplier invoice J057-1000-1 FProducts

5 Feb 2002 Awaiting supplier invoice 2888-1000-1 Corparate Express Aust Lid

26 Mow 2001 Awaiting supplier invoice 2495-1000-1 Roses Only Py Ltd
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Online — success story

°* Online strategy
* Development program

°* Qur success
> Doubled number of online customers!?
> Higher than natural industry market share?
> Consistently ranked #1 in Site Features?
> Highest online customer satisfaction?
» Highest percentage of our customers online

°* Now Iintegrating across the business

Note (1): Registered Customers from March 01 to March 02 673k to 1.2m
(2) : MISC/Newspoll Omnibus Survey/ MISC Internet Banking Site Feature Audit
(3) : ACNeilsen.Consult 11th Australian Internet User Survey, December 2001 (overall n=3913)
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The next wave — 2002+

* Enhance capability to grow revenues

> Align operations with customers and front line
staff

> Provide tools to assist in exceeding customer
service promises

* Deliver capabilities within targeted costs

* Establish a set of end-to-end performance
measures to drive behaviours
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Three major initiatives underpin this
work

Customer Alignment

End-to-end alignment of performance

metrics
Great
Customer Customer Connection
Experience
Simplified and consistent processes

Customer Enablement\

Better data management and analytic
capabilities
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Customer perspective

e Customer processes — common self serve or
staff assisted processes

e KNOW OoUur customers — don't ask for
information twice

* Customer interactions — interaction history
available at all touch points

* Immediate decisions — on non-complex
applications

* Relevant & helpful — gets the basics right and
helps me manage my lifestyle
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Initial focus has been on lending

Processes

* Optimising consumer
and business
originations

* Improve servicing of
lending

* Greater product and
channel flexibility

e Enhanced credit data

* Greater speed and
lower cost
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2 to 4 times faster consumer
loan turnaround

6 to 10 times faster business
loan turnaround

>95% queries resolved at
touch point

Decisioning based on
complete customer
perspective

Near real time credit risk
portfolio management

Credit process costs reduced
by 20% - 60% depending on
process area



The lending project is organised
within 5 work streams

Origination Servicing
Processes Processes

Collections &
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Next steps

°* Maintain our focus on
> Lending processes

» Customer & corporate data management and
analytics

* Further analyse other critical business
Drocesses

* Report on progress
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