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Executive Summary

Nearly every website aims for a high level of quality, but how many manage to actually achieve the 
goal? This report details Siteimprove’s Quality Assurance (QA) findings based on assessments from 50 
of Australia’s largest finance companies, according to our Digital Certainty Index™. 

We calculate a site’s DCI based on three categories: Accessibility, Quality Assurance, and Search 
Engine Optimization. Scores in all categories are based on a 100-point scale.

The average overall DCI™ Score for Australian Finance companies is 72. Our benchmark categorises 
a score between 71-80 as “Medium” and a score below 70 as “Poor,” meaning that these companies 
are barely performing adequately on average. 

Then, our DCI benchmark breaks down Quality Assurance by the categories of Content Quality, 
Content Freshness, User Experience, and Security.  

While the average QA score of 81 does place Finance companies in the “Good” range overall, that 
number is still well below the target of 95. In fact, only 18% of companies achieved a score of 95 or 
higher and 34% scored 80 or lower. Although there are high achievers within the industry, a 
significant number of companies have a lot of work to do.

3 Key Focal Points for Finance 
Website Quality

Building trust
As an industry tasked with handling users’ private financial data, 
establishing consumer trust is vital for all financial institutions. 
Hacking and data breaches are particularly timely topics of late. 
Therefore, presenting a reliable, navigable, error-free website is an 
excellent way to reassure visitors.

Expanding digital service
Finance has been profoundly affected by the ongoing shift to online 
commerce. Australians rely less on in-person transactions more 
than consumers in nearly any other developed nation. Accordingly, 
Australian banks have plenty of room to improve the quality and range 
of service those digital customers receive.

Connecting to customers
As the banking industry moves away from face-to-face interactions 
at local branches, banks are challenged with finding new ways to 
establish personal connections with their customers. That often 
entails creating personalised, customisable online banking solutions 
on websites, apps, and mobile platforms. With so much customer 
engagement riding on the online experience, maintaining high QA 
standards across all platforms becomes much more essential.

What’s the DCI?
We calculate a site’s DCI Score based on three categories: 
Accessibility, Quality Assurance, and Search Engine 
Optimisation. Australian Finance companies have an 
overall DCI Score of 72.

72

DCI - Australian Finance Industry

https://siteimprove.com/
https://www.itnews.com.au/news/australia-finally-has-mandatory-data-breach-nofitication-450923
http://www.bain.com/Images/BAIN_REPORT_Customer_loyalty_in_retail_banking.pdf
https://www.cmo.com.au/article/585584/embracing-digital-transformation-finance-sector/
https://www.cmo.com.au/article/585584/embracing-digital-transformation-finance-sector/
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Australian Finance Industry by the Numbers

DCI
The majority of companies in Australia 

are barely performing adequately 
within the finance industry.

72/100

Quality Assurance
 The Finance industry in 

Australia just reaches the 
score of “Good” in QA 

81/100

SEO
More than 86% of companies have an 

SEO score below “Good”

77/100

Accessibility
94,1% of the companies in Australian 
finance industry are doing poorly in 

their Accessibility efforts.

59/100

QA Score Distribution
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The majority of the companies have a QA 
score “Good” or above

Score Breakdown

World class: 97-100 

Very good: 91-96 

Good: 81-90 

Medium: 71-80

Poor: 51-70

 Very poor: 0-50

“The DCITM Score in Quality Assurance presents you
with the most relevant issues and suggestions 
to improve your site, and it encourages you 
to perform better than the rest. A score of 95 
should be a goal for anyone taking their web 
presence seriously—and we actually see a lot of 
Siteimprove customers achieving this feat”

- Kasper Kappel, Product Owner 
Quality Assurance at Siteimprove

https://siteimprove.com/
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Key Findings

Website quality sets a precedent
 | A company’s website is often a customer’s introduction to the business. Misspellings and broken 

links damaging a first impression, especially in an industry where precision and accuracy are vital 
to building trust. With 34% of Australian finance companies falling below our “Good” threshold for 
Quality Assurance, it’s clear that the industry has progress to make. 

 | The average overall DCI score for the Australian finance industry was 72, well below Siteimprove’s 
“Very Good” mark of 91. While QA scores were higher than other categories,  lower scores in 
Accessibility, SEO, and UX scores equate to a lower-quality experience for users

 | With banks and customers increasingly concerned about issues like cybersecurity and data privacy, 
maintaining a high-quality online experience is instrumental in establishing trust. A site free of 
aesthetic errors speaks to an attention to detail that can help ease security worries

| The highest scoring finance company achieved a near-perfect QA score of 99, while the lowest scored 
41. That gulf carries through the industry, with most institutions scoring either very high or very low,
suggesting that a significant number of organisations risk being left behind

Maintaining a 

high-quality online 
experience

is instrumental in establishing trust 

https://siteimprove.com/
http://www.abc.net.au/news/2015-08-27/global-skills-shortage-for-cyber-security-experts2c-says-commo/6730034
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User Experience is a key to success
 | As more and more people favor digital banking over face-to-face interactions, banking institutions are 

finding new ways to connect with customers on a personal level

 | Studies suggest that focusing on customer experience and personalization are vital for banking 
companies hoping to progress in the digital era. QA is an important consideration as an error-filled 
website is a major hurdle for customers looking to engage with their banks

 | Nearly 64% of companies ranked below Siteimprove’s target UX rating of 95 with almost a quarter of 
companies falling into the “Very Poor” category. Poor UX makes customers wary of an organisation’s 
products and services. Because trust is a crucial element in financial transactions, poor user 
experience can play a considerable role.

A strong start down a long road
| Australia ranks among the world leaders in digital preparedness within the banking industry. Studies 

suggest that Australian banks are actually better prepared to meet consumers’ digital needs than 
customers are to have them met

 | As many as 93% of consumers consider a mobile  to be the most important aspect of digital banking. 
Australia leads the world in mobile banking with more consumers managing their finances via phones 
and tablets than any other platform

 | Maintaining consistent QA across multiple platforms is essential. Consumers expect the same 
experience from their mobile, online and in-person banking transactions. They also expect  those 
platforms to interact seamlessly with each other

 | Providing a mobile banking experience with excellent QA and UX is a strong opportunity for banking 
companies to establish a more personal connection with customers through user-friendly interfaces 93%

of consumers count a mobile app suite to 
be the most important aspect of digital 

banking

Nearly 64%
of companies ranked below Siteimprove’s 

target UX rating of 95

https://siteimprove.com/
https://www.cmo.com.au/article/585584/embracing-digital-transformation-finance-sector/
https://www.atkearney.com.au/financial-institutions/featured-article/-/asset_publisher/j8IucAqMqEhB/content/banking-in-a-digital-world/10192
https://www.atkearney.com.au/financial-institutions/featured-article/-/asset_publisher/j8IucAqMqEhB/content/banking-in-a-digital-world/10192
https://www.smh.com.au/business/banking-and-finance/australia-leads-the-world-in-mobile-banking-20150614-ghngd5.html
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About the Benchmark

Selection of Companies
The Dun & Bradstreet (D&B) database was used to create the list of companies 
analysed in this benchmark. D&B’s systems and databases are powered by more 
than 30,000 global data sources and are updated 5 million times per day, resulting 
in the world’s largest commercial database. Learn More about Dun & Bradstreet.

For this benchmark, the industry selected was “Banking” for Australia. The crawls 
were limited to the first 500 pages of every website and websites with less than 
50 pages were excluded from the list. The final list consisted of the 50 biggest 
companies (by revenue). In total, 50 websites and 20,240 pages were crawled.

About the DCI
The Digital Certainty Index (DCI) is a measure of the quality and potential impact of 
a website’s digital presence, including:

 | A website’s accessibility and usability
 | A website’s credibility and trustworthiness
 | How well-poised a website is to respond to SEO challenges

Quality Assurance Score Methodology 
The Quality Assurance (QA) Score is a measure of the credibility and usability of 
the user-facing characteristics of your site. Your site’s QA Score is determined 
by its performance in four subcategories: Content Quality, Content Freshness, 
User Experience, and Security. Individual checks with different weightings are 
aggregated to provide a score for each of the subcategories. Learn more about the 
QA Score.

DCIQuality 
Assurance

AccessibilitySEO

+ + Average

The DCI Score is calculated 
based on a website’s 
performance across three 
categories: Quality Assurance, 
SEO, and Accessibility. Each 
module makes up one third 
(33.33%) of the overall DCI 
Score. Learn more about the 
DCI Score.

https://siteimprove.com/
http://www.dnb.com/
https://support.siteimprove.com/hc/en-gb/articles/115001662911-What-is-the-Quality-Assurance-QA-Score-
https://support.siteimprove.com/hc/en-gb/articles/115001662911-What-is-the-Quality-Assurance-QA-Score-
https://siteimprove.com/product/dci/
https://siteimprove.com/product/dci/
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About Siteimprove

Siteimprove was founded in 2003 in Copenhagen, Denmark, and has since 
expanded into nine offices around the world (with more in the works): Amsterdam, 
Berlin, Copenhagen, London, Minneapolis, Oslo, Sydney, Toronto, and Vienna. With 
more than 500 employees speaking a combined 37 languages, we pride ourselves 
on having a truly global, yet truly local approach. Siteimprove’s mission is to 
make a better web for all. Our team remains dedicated to that mission while also 
developing new and innovative ways to streamline the creation and management 
of a reliable, accessible digital presence. Our mission permeates everything we 
do: It’s evident in the product solutions we build, the support we offer, and the 
professional services and education we provide.

“If your website’s Quality Assurance Score is sitting around 80 or 
below, quite a lot of your visitors are likely to come across dead links 
or misspellings, which reflects badly on your brand without you ever 
noticing. We designed the QA DCI Score so you can fix the most impactful 
and pressing issues on your site first, ensuring that you and your 
customers get an optimal experience with your site.”

- Kasper Kappel, Product Owner Quality Assurance at Siteimprove

How to Improve Your 
Quality Assurance Score

Helpful resources on Quality Assurance, the Digital Certainty IndexTM, and other 
website best practices.

More on the Digital Certainty Index
 | Digital Certainty Index - What It Means and How It’s Calculated
 | What Does Your Digital Certainty Index Score Really Mean?

More on Quality Assurance
 | Readability Checklist
 | The True Cost of Website Broken Links and Misspellings

Questions about the Digital Industry Snapshot reports? Reach out to 
marketingAPAC@siteimprove.com, and we’re happy to chat.

What’s your DCI™ Score?
Find out how your website is performing and how it compares to 

others in the Australian finance industry.

https://siteimprove.com/
https://siteimprove.com/product/dci/
https://siteimprove.com/blog/what-does-your-digital-certainty-index-score-really-mean
https://go.siteimprove.com/readability-checklist
https://go.siteimprove.com/wg-true-cost-bl-ms
mailto:marketing%40siteimprove.com?subject=Inquiry%20from%20DCI%20Report%3A%20EU%20Pharma
https://siteimprove.com/
https://siteimprove.com/request-a-demo/
https://siteimprove.com/request-a-demo/
https://siteimprove.com/request-a-demo/
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Digital certainty means the ability 
to make changes based on actual 
insights, rather than going off and 
doing things on a whim.
- Jules Jamison, Digital Product and UX 
Specialist at Cbus Super

siteimprove.com.au

https://siteimprove.com/
http://siteimprove.com



