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Aligning Speech to Changing 

Customer Needs
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Some NAB Group Numbers

400,000 employees

11 million customers

1,800 branches

4,600 ATMs offering 

services in 10 countries

Founded in 1893
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And we recently changed our Facebook status to single... 
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Time

Un-connected

Networks

Security concerns

Budget squeeze

Whatôs influencing the retail 

banking sector?
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Working hours are on the rise

More competing demands on time 

Need to conserve time & energy

Time

5

Source: Australian Social Trends, ABS, June 2009; AUScan Australia 2020; Accenture Analysis
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More than 25 million 

Australians now have a mobile 

phone - that's 115% of the 

population!

By 2014 it's forecast to hit 

130%

8.55M 3G mobile phone users

21% of 18 to 34 year olds use 

their mobiles for banking

87% have broadband at home
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Un-connected
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86% looking for opinions & 
information online

73% read a wiki page in 
the past 12 months

7.9M active Facebook 
users in Australia

On average, Australians 
spend 7.5 hours on 
Facebook per month

Over 2.5M Australian 
Twitter accounts
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Network
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2,227,415 viruses, worms 

and trojans in 2007

10x increase in 2008

67% believe extra 

security is important for 

banking online

Credit card fraud 

Card skimming
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Security concerns
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20% of income spent  on 

housing 

Household debt at 156% 

of disposable income 

Who intends to budget 

vs. who does it?
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Budget Squeeze


