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Earning back trust and reputation

AWhy trust matters
AHow do we earn back trust?

A Self regulation and the future of our

Industry




Who do we trust?

Individuals




Where banks are trusted

A 64% of Australians trust their banks
almost more than anyone to protect their
data

: ,
e B

A More than government agencies at 50%, 0
online retailers and social media

platforms at 25%

AoOnly GP6ds and hospibt
levels of trust

A Need to maintain this trust in face of ) W
digital transformation 1 eg Open Banking



Where we need to do better

Demonstrate banks provide value for
money

A Be more transparent about fees and
charges

A Have a culture which encourages
behaviour In the best interest of
customers at all times

A Support customers in financial difficulty



Earning back trust

A Lend money responsibly

A Respond quickly to problems
when things go wrong

A Be accountable

A Banks have behaved their
way Iinto this and banks must
behave their way out




