
NEWS RELEASE 

Big 4 Give More Bank for Buck 
 

Mozo People’s Choice Awards show big banks are closing the gap on 
competitors  

 
- Big 4 customer satisfaction jumps 13% 
- 68% of us are fans of our bank  
- Home Loan satisfaction experiences the biggest lift 

 
Monday, 29 September 2014, Sydney: Bank bashing is officially a thing of the past, 
with the big four banks enjoying their highest levels of popularity in the five-year 
history of the Mozo People’s Choice Banking Awards. 
 
Big bank customer satisfaction has surged most dramatically since 2011 on the back 
of lower interest rates and innovations in customer friendly banking technology such 
as mobile banking, interactive apps and contactless payments. 
 
25,000 Australians rated over 200 banking providers for this year’s People’s Choice 
Awards, with the big four banks scoring an average 7.76 out of ten and experiencing 
the biggest improvement of 0.89% (or 13%), closing the gap on credit unions, 
mutuals and other banks. 
 
Overall, banking satisfaction is at 7.85, up from 7.17 in 2011, with 68% of us now 
fans of our bank, while just 10% failed our banks by scoring them 4 or less. 
 
“We’re generally happier with our banks regardless of size, but the big four have 
clearly lifted their game and are winning customers over with a focus on technology 
that has seen banking transform from boring and old school into a more convenient, 
feature driven and engaging experience,” said Mozo Director Kirsty Lamont. 
 
“It seems the combination of customer friendly banking technology and low interest 
rates is a recipe for bank happiness.” 
 

Mozo People's Choice Awards 2014   
Overall Ratings 2011 2014 Change 
All Banking Providers 7.15 7.85 0.70 
Big 4 6.86 7.76 0.90 
Other Banks 7.49 7.97 0.48 
Mutuals 8.18 8.56 0.38 
Others 6.09 6.58 0.49 
RBA Cash Rate 4.75% 2.5% 2.25% 

source: Mozo.com.au September 2014 
 
 
Best of the Big 4 
Out of all banks measured, CommBank experienced the biggest improvement in its 
score (up 1.08) and the biggest decline in its fails from 2011, dropping from 20% to 
just 9%.  However, it was NAB which was named Best Big 4 Bank with a score of 
7.95 and a staggering 70% of fans.  
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How the Big 4 Compare 
 2011 score 2014 score Change 
ANZ 6.84 7.46 0.62 
CommBank 6.78 7.86 1.08 
NAB 7.09 7.95 0.86 
Westpac 6.91 7.73 0.82 

source: Mozo.com.au September 2014 
 
“Collectively, fans of the big four have also climbed since 2011, from 50% to 65%, 
proving that the majors are on to a winning formula,” said Lamont.   
 
Bank customers get appier  
“When looking at the areas where the big banks have improved, convenience is a 
stand-out, with improved mobile banking apps and contactless payment features 
making for happier customers,” said Lamont. 
 

Big 4 Bank Ratings    
Criteria 2011 2014 Change 
Convenience 6.97 8.18 1.21 
Trust 6.91 7.84 0.93 
Features 5.86 6.73 0.87 
Price 6.23 6.91 0.68 
Service 7.70 7.84 0.14 

source: Mozo.com.au September 2014 
 
Although, the big four banks are gaining on the field, it was the smaller providers that 
scooped the pool of awards. ING DIRECT was named Best Bank for the fifth year 
running as well as Best Bank Accounts, Best Debit Cards and Best Savings 
Accounts. 
 
Queenslanders Credit Union also won recognition in several categories including 
Best Credit Union, Best Home Loans and Best Customer Service. Wide Bay 
Australia won Best Building Society and Police Bank won for Best Mutual Bank.    
 

Mozo People's Choice Awards 2014 

Overall Award Winners Rating 
out of 10 

Best Bank ING DIRECT 9.00 
Best Big 4 Bank NAB 7.95 
Best Credit Union Queenslanders Credit Union 9.00 
Best Building Society Wide Bay Australia 8.55 
Best Mutual Bank Police Bank 9.33 

source: Mozo.com.au September 2014 
 
Home Loan ratings jump 
The increase in home loan competition and decrease in interest rates over the past 
three years saw home loan satisfaction scores make the biggest jump from 2011, up 
12% to 7.45.  
 
“The current low rate environment combined with competitive offers have resulted in 
a big improvement in how Australians are feeling about their home loan provider,” 
said Lamont.  
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Age, location and bank balances influence happiness 
The results showed those aged 25 and under are generally happier with their bank, 
giving the highest average score of 8.2, compared to the grumpiest age bracket of 
45-54 scoring just 7.63 on average.  
 
And it seems money can’t buy happiness, with the happiest customers, giving an 
average rating of 8.16, having less than $35k in the bank. Scores gradually dropped 
as the bank balance grew – dropping to 7.44 for those with more than $180k put 
away.  
 
Queenslanders and Tasmanians are the happiest with their bank while WA is the 
least happy state overall.  
 

-ENDS- 
 
For a full list of winners, visit http://www.mozo.com.au/peopleschoice 
 
*A Fan refers to those who scored their bank 8 or more out of ten; Fair refers to 
those who gave a score of between 5-7 and Fail were those who scored their bank 4 
or less.  
 
About the Awards 
Now in their fifth year, the Mozo People’s Choice Awards invite Australians to have 
their say on their banking experience. This year more than 25,000 Australians 
participated by rating their financial institution over the last 12 months. Customers 
rate their banking provider on overall satisfaction, price, features, customer service, 
convenience and trust – Mozo then aggregates these scores to determine the 
winners. This year over 200 providers were rated.  
 
About Mozo.com.au 
Mozo is Australia’s leading online financial comparison and reviews site. Our database covers 
more than 1,800 products from 180 banking, insurance and investment providers, and our 
award-winning comparison tools help more than 400,000 Australians find a better banking or 
insurance deal each month. Mozo powers the "Compare, Ditch & Switch" service for Choice 
and has partnerships with some of Australia’s largest publishers.	  
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