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Westpac awarded The Best Retail Bank in Australia for 2018 
 

• Westpac deepened its relationship with customers through unique product 
portfolio and differentiated services 

• The bank was able to drive efficiency by responding to digital opportunities 
• The bank has increased its franchise value while keeping its risk profile healthy 

 
Kuala Lumpur, Malaysia, March 22nd 2018— Westpac was awarded The Best Retail Bank 
in Australia for 2018 at The Asian Banker’s International Excellence in Retail Financial 
Services 2018 Awards ceremony, held in conjunction with The Asian Banker Digital Finance 
Convention at the Westin Kuala Lumpur in Malaysia. 
 
Westpac deepened its relationship with customers through unique product portfolio 
and differentiated services 
 
Adding more than a million new customers since 2015, Westpac was able to improve 
relationship depth by providing competitive products and services including a low interest 
ratecredit card and new savings accounts. It also improved mobile app usability through new 
on-boarding capabilities. The bank improved customer experience by building a highly 
engaged workforce as reflected in the higher NPS and customer satisfaction scores it received 
in 2017. 
 
The bank was able to drive efficiency by responding to digital opportunities 
 
Digital transformation was a strategic priority for the bank. It re-engineered its processes and 
increased the use of self-service options to boost efficiency and increase productivity. As a 
result of its efforts to develop and implement mobile specific capabilities to promote banking 
on the go, Westpac has increased its digitally active customers who use mobile to72%. It also 
significantly migrated sales and transactions to digital. 
 
The bank has increased its franchise value while keeping its risk profile healthy 
 
Westpac has shown consistent performance as reflected by the positive retail revenue growth 
in the last four years. In 2017, it recorded a healthy operating margin and garnered the highest 
revenue productivity amongst its peers. Most importantly, Westpac has taken the lead in risk 
by ensuring regulatory compliance and implementing strict valuation and assessment 
methodologies which led to improved asset quality. 
 
About 200 senior executives from award-winning retail financial services institutions from 
about 25 countries across the Asia Pacific, the Middle East and Africa attended The Asian 
Banker Digital Finance Convention, which recognises financial institutions’ efforts in 
bringing superior products and services to their customers. The awards programme, 
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administered by The Asian Banker and refereed by prominent global bankers, consultants, 
and academics, is the most prestigious of its kind. 
 
A stringent evaluation process across three months based on a balanced and transparent 
scorecard determines the winners of The Asian Banker International Excellence in Retail 
Financial Services Awards, and the positions of various retail banks in the region.  
 
About The Asian Banker  
The Asian Banker is the region’s most authoritative provider of strategic business intelligence 
to the financial services community. The company is headquartered in Singapore, with 
offices in Manila, Malaysia, Hong Kong, Beijing, and Dubai, as well as representatives in 
London, New York, and San Francisco. It has a business model that revolves around three 
core business lines: publications, research services, and forums.  
 
For more information please contact: 
 
Mr. Foo Boon Ping 
Managing Editor 
Tel: (+65) 6236 6526 
bpfoo@theasianbanker.com 
www.theasianbanker.com 
 
 
 
 
 

mailto:bpfoo@theasianbanker.com

