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To compile this survey we 
reviewed over 250 websites, using 
the Sitemorse automated website 
monitoring and benchmarking 
software (page content, templates 
and infrastructure) to test and rank 
each website.

This report presents a summary 
of the findings and is produced in 
association with FatWire.

www.fatwire.com
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Welcome to the latest issue of Index. Our surveys are all about providing 
independent, authoritative benchmarking to ensure accountability and best 
practice online. In today’s market, your websites represent an essential 
part of your business and, like any other significant technical asset, should 
be thoroughly tested on an on-going basis to ensure they are always fit for 
purpose. All websites should function perfectly, perform consistently and 
comply with legislation and best practice.
It is our experience that too many agencies skate over essential 
issues of quality, compliance and performance, in favour of design, 
navigation, usability and SEO. And whilst I agree that these are all 
essential elements to deliver and irresistible online experience, award 
winning design is useless if the page has errors and takes forever to 
load.

And what’s the point of pouring more and more money into Google 
rankings if there are schoolboy errors such as missing page titles 
or descriptions (key to rankings) and spelling errors. The results of 
our metadata examinations show far too many sites are missing 
the basics. What you spend is not an indication of a working web 
presence (nor is a design award).

Sitemorse audits each website’s key components to compile the 
surveys. We complete millions of tests, checks and measures to rank 
the sites featured in this issue for instance. Every element of every 
page together with the infrastructure is reviewed – and if we find 
issues, so do your visitors.

Lawrence Shaw 
CEO, Sitemorse

We run more tests, in  
more depth, more often 

than anyone else. 
Our results are more 

accurate, more 
accessible and more 

useful than anyone 
else’s, and our reports 
are published in more 

places, read by  
more people and trusted 

by more organisations  
than anyone else’s.
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But we have been  

told we don’t have any 

problems. ww

It’s not in a supplier’s best 
interest to agree if there 
are problems... Here are 
the 3 main reasons why 
websites are not doing 

as well as perhaps some 
would like you to believe.

26% Problems that are 
directly associated with 
a 3rd party

12% Issues 
resulting 
from internal, 
unavoidable
failures

62% Website 
problems – 
due to lack 
of thorough 
testing
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The Top Fifty
Are you in the top 50 for quality, compliance and 
performance? The full results are available at sitemorse.com

 Rank Company Index Previous Change

	 1	 Centrum	Bank	AG	 8.51	 	 new

	 2	 Basellandschaftliche	Kantonalbank	 8.36	 14	 12

	 3	 Ersparniskasse	Speicher	 8.27	 2	 -1

	 4	 BANCA	GESFID	 8.18	 51	 47

	 5	 J&T	Bank	Schweiz	AG	 8.15	 24	 19

	 6	 Bank	Julius	Bär	&	Co.	AG	 8.03	 	 new

	 7	 Banque	Bénédict	Hentsch	 8.02	 5	 -2

	 8	 AXA	Bank	 7.93	 6	 -2

	 9	 Lombard,	Odier,	Darier,	Hentsch	&	Cie	 7.92	 15	 6

	 10	 Spar	+	Leihkasse	Steffisburg	 7.86	 9	 -1

	 11	 LBBW	(Schweiz)	AG	 7.74	 10	 -1

	 12	 Banque	Cramer	&	Cie	SA	 7.57	 113	 101

	 13	 AKB	Privatbank	Zürich	AG	 7.54	 17	 4

	 14	 Scobag	Privatbank	AG	 7.47	 19	 5

	 15	 Bank	Thalwil	 7.44	 200	 185

	 16	 Zürcher	Kantonalbank	 7.36	 16	 0

	 17	 Sparkasse	Schwyz	 7.30	 7	 -10

	 18	 BGG,	Banque	Genevoise	de	Gestion	 7.30	 109	 91

	 19	 Bank	Thur	 7.26	 81	 62

	 20	 La	Roche	&	Co	Banquiers	 7.23	 12	 -8

	 21	 Valartis	Bank	AG	 7.19	 125	 104

	 22	 NZB	Neue	Zürcher	Bank	AG	 7.18	 21	 -1

	 23	 M.	M.	Warburg	Bank	(Schweiz)	AG	 7.17	 36	 13

	 24	 Adler	&	Co.	Privatbank	AG	 7.16	 11	 -13

	 25	 Bank	aek	Genossenschaft	 7.14	 18	 -7

	 26	 Banca	dello	Stato	del	Cantone	Ticino	 7.08	 59	 33

	 27	 Banque	Du	Bois	AG	 7.07	 38	 11

	 28	 Mizuho	Bank	(Schweiz)	AG	 6.93	 20	 -8

	 29	 Schaffhauser	Kantonalbank	 6.85	 25	 -4

	 30	 Sparkasse	Trogen	 6.85	 27	 -3

	 31	 Private	Client	Bank	 6.84	 3	 -28

	 32	 FAISAL	PRIVATE	BANK	(Switzerland)	SA	 6.74	 39	 7

	 33	 Trafina	Privatbank	AG	 6.74	 28	 -5

	 34	 ZLB	Zürcher	Landbank	 6.67	 83	 49

	 35	 Caisse	d’Epargne	d’Aubonne	 6.67	 49	 14

	 36	 cashgate	AG	 6.62	 54	 18

	 37	 Sparkasse	Engelberg	 6.56	 115	 78

	 38	 Petercam	Private	Bank	 6.56	 23	 -15

	 39	 Pictet	et	Cie	 6.48	 35	 -4

	 40	 Bernerland	Bank	AG	 6.46	 89	 49

	 41	 PostFinance	 6.44	 46	 5

	 42	 Lienhardt	&	Partner	Privatbank	Zürich	AG	 6.43	 37	 -5

	 43	 P&P	Private	Bank	AG	 6.43	 22	 -21

	 44	 Spar-	und	Leihkasse	Bucheggberg	AG	 6.38	 58	 14

	 45	 Biene	-	Bank	im	Rheintal	Genossenschaft	 6.38	 97	 52

	 46	 Dominick	Company	AG	 6.35	 55	 9

	 47	 Spar	+	Leihkasse	Gürbetal	 6.35	 52	 5

	 48	 Spar-	und	Leihkasse	Frutigen	 6.34	 8	 -40

	 49	 Bank	Hapoalim	(Switzerland)	Ltd	 6.31	 53	 4

	 50	 Banque	Franck,	Galland	&	Cie	SA	 6.28	 43	 -7

No-one has  

complained  

to me about our  

web site...ww 

No-one does; they move 
to your competitors 

and often don’t come 
back. 85% of consumers 

say they would have 
reservations about buying 

from a business with a 
poor quality website.

76%
of sites that have 

errors will have people 
that will not return

ITT support - time for an 
independent view of 
the vendors promises
Sitemorse ITT Support / Vendor Verification helps to address 
the question those procuring web services face “they all 
tell me how good their services and systems are, how 
or where can I go for an independent, consistent and 
clear verification?”.

…but we were told by the CMS vendor, ‘we couldn’t produce inaccessible pages’

What will it do for you?
CMS vendors, agencies and others will probably ”promise” their solution is the best, offers all the checks you 
need, etc... In complete confidence we can review real projects of theirs and assess what’s actually  
being delivered:

 1. Does it really prevent accessibility errors and broken links?

 2. Are templates monitored for HTML issues, what about email address failure detection?

 3. Does the service performance match up to quoted claims? 

 4. Provide a benchmark and a basis to monitor project delivery.

Sitemorse
+44 20 7183 5588

sales@sitemorse.com

Using Sitemorse is 

like having another 

member of the web 

team who specialises 

in detailed quality 

control of the site.ww 
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Background: One of the largest financial services organizations in the UK, CFS has more than 7 million 
customers, with an annual income of £3.5 billion.

Challenge: CFS needed its business users to have the flexibility to create, update, and manage their own 
content in-house, while retaining a consistent brand identity. The ability to rapidly deploy new Web initiatives 
was critical. CFS also wanted to provide a foundation for future targeted online marketing campaigns and 
Web-based customer self-services.  

The Business Challenge

After its formation in 2002, CFS had multiple Web sites to support its different business units – Co-op 
Financial Advisors, CIS, The Cooperative Bank, and smile. The content for these sites was managed by an 
external agent. To change content, CFS made content request changes to the external party and CFS then 
signed off on completed changes.

CFS prides itself on its responsive customer service and has recently invested in an extensive Web 
development Program to enhance its external Web presence and provide customers with improved 
services and information. As part of this effort, the group wanted to be able to control its Web sites more 
easily and make them more dynamic. In addition, it wanted business users to be able to update the site 
themselves to keep in line with new financial legislation. The group was also interested in developing 
marketing campaigns online and wanted the control to do this themselves quickly and easily.

According to Jo Dodds, manager of CFS’ new marketing Web agency, “In our business, it is important to 
provide up-to-date, accurate financial information. We decided to manage our Web content inhouse to give 
us more control over the information. We wanted the flexibility to make changes quickly and easily without 
relying on third parties.”

The company initially decided to bring the management of the Web site for smile (the Internet bank)  
in-house.

Co-operative Financial Services (CFS)

Co-op Rolls Out  
FatWire Content  
Management 
with a Smile

The Solution

After reviewing the major players in the content management market, CFS found that FatWire ranked 
highly against the selection criteria initially set out for the smile Internet banking site. The breadth of service 
and the cost for the software offered by FatWire matched CFS requirements.

CFS found FatWire Content Server to functionally rich, extremely flexible, and scalable. And it would allow 
CFS to keep its options open for future expansion and development of the system. Although the smile 
solution was not originally intended as a pilot, the rest of the group quickly saw how much easier and more 
costeffective it could be to run Web sites in-house.

Following the success of the smile site, FatWire Content Server was rolled out into the Cooperative Bank 
and Co-operative Insurance Society. The multiple sites were redeveloped to run on the Content Server 
system. This provided a common reliable, platform for the Web sites, back-up processes, and a single 
recovery solution in the event of failure.

“Not only did the smile site prove how effective it is to run a Web site in-house, rolling out the software 
across the business has given us even more economies of scale and enabled us to benefit more from the 
technology that we invested in for smile,” said Dodds.

Content Server runs on a Sun Solaris system with BEA WebLogic application server and Apache Web 
server. Alta Vista is the search engine and a Management Information tool provides usage statistics. 
Initially, FatWire provided training and consultancy on the project before passing the management onto 
the in-house team. Dodds’ department is responsible for all changes to the Web sites. The department 
is divided into three groups: the Web development team that oversees the technology, the content team 
that develops the information and promotions, and the account management team that ensures that the 
service level agreements are in place to respond to internal customers from other business and marketing 
departments. The team has a mix of marketing and Web backgrounds, with some creative staff and some 
Java developers.

The Results

Working with FatWire, CFS has insourced three Web sites in just ten months. The organization has 
achieved significant cost savings by bringing the content management for the sites inhouse and is now 
able to update the information, often on a daily basis, easier and faster.

“We can integrate marketing campaigns very quickly now that we can manage the changes ourselves. 
The content management system does not require complex technical skills – it is straightforward to use,” 
said Dodds.

With the FatWire system in place, CFS is now able to promote multiple brands on the Web simultaneously 
and consistently. Co-operative Bank Web site has grown to attract more business online from its origins 
as an information site, successfully providing customers with credit cards services and loans. Although 
in competition with smile, the bank also provides its customers with other channels, such as the local 
branch, the post office or telephone banking.

A recognized leader in the field of Socially Responsible Investment, the Co-operative Bank has a well-
established Ethical Policy, which reached its tenth anniversary in 2002. The policy reflects customers’ 
views about how their money should and shouldn’t be invested.

“The smile brand is friendly and straight talking which we have been able to develop successfully online, 
“ said Dodds. “The bank focuses upon carrying out its business in a modern and ethical manner. 
Having the flexibility to make changes ourselves has enabled us to reflect these qualities in our online 
communications.”

Following the success of the Web sites, the group is working on future projects with FatWire. These 
include the use of FatWire Engage, which allows marketing teams to create and manage the delivery of 
highly-targeted promotional campaigns, as well as the introduction of Web-based customer self-service to 
reduce call-center workload.

“Working with FatWire has enabled us to do so much more that just provide information online. Our future 
plans will enable us to respond to customers with even more choice and information faster than before,” 
concluded Dodds.

Pauline Sutherland
+44 1784 497280 

Pauline.Sutherland@fatwire.com
www.fatwire.com

71%
Improvement in web analytics 

data with Sitemorse

Working with FatWire 

has enabled us to do 

so much more that 

just provide information 

online. Our future 

plans will enable us to 

respond to customers 

with even more choice 

and information faster 

than before.___

Jo Dodds 
Manager of CFS’ new 

marketing Web agency

FatWire Content Server enabled 
CFS to offer a complete range of 
financial products online, deploy 

new sites rapidly, and improve 
cross-branding results on 

multiple company Web sites and 
online communications.
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Bottom Twenty
Company
Banca	Popolare	di	Sondrio	(Suisse)	SA
BANQUE	HERITAGE
Aargauische	Kantonalbank
UNITED	MIZRAHI	BANK	(Schweiz)	AG
Merrill	Lynch	Bank	(Suisse)	SA
Deutsche	Bank	(Suisse)	SA
Arab	Bank	(Switzerland)
Bank	EKI	Genossenschaft
Royal	Bank	of	Canada	(Suisse)
Crédit	Agricole	(Suisse)	SA

Most  
Improved
http://www.bankthalwil.ch/

Who’s Up Who’s Down
  Q2 2010 Company Index Previous Change

15	 Bank	Thalwil	 7.44	 200	 185
104	 SB	Saanen	Bank	AG	 4.98	 241	 137
74	 Thurgauer	Kantonalbank	 5.72	 205	 131
67	 Glarner	Kantonalbank	 5.84	 177	 110
21	 Valartis	Bank	AG	 7.19	 125	 104

  Q2 2010 Company Index Previous Change
198	 FIDEURAM	Bank	(Suisse)	SA	 3.27	 108	 -90
102	 Barclays	Bank	(Suisse)	SA	 5.07	 1	 -101
105	 Bantleon	Bank	AG	 4.97	 4	 -101
215	 DZ	PRIVATBANK	(Schweiz)	AG	 2.89	 75	 -140
214	 Bank	EEK	AG	 2.89	 42	 -172

I see only a few  

problems... ww

Even 1% of errors is too 
high, what if one of the 
problems is your stock 

price feed, your buy 
button not working, or 
email address failure?

This quarter’s Top site
http://www.centrumbank.ch/

Company
Mercantil	Bank	(Schweiz)	AG
EFG	Bank	European	Financial	Group	SA
Swissregiobank
Bank	CA	St.	Gallen	AG
Bank	in	Zuzwil
Zurich	Switzerland
Banque	Cantonale	du	Valais
Banque	Cantonale	du	Jura
KREDIETBANK	(SUISSE)	SA
Banque	Audi	(Suisse)	SA

How it made it to the top
Overall	 8.51
Function	 10.00
Accessibility	 6.00
Code	quality	 10.00
Performance	 9.00
Email	 not	included
Metadata	 5.00
Analytics	 not	included
Spelling	 not	included
PDF	 7.00
Front	page	loading	 Pass

67%
Improvement in natural 
search with Sitemorse

Top Ten sites by test
We report on the key criteria that can dramatically influence 

the performance of your website.
All too often, the ongoing spend for websites seems to be focused on SEO, site advertising and email 
campaigns, all aimed at delivering traffic. Vital, of course, for a successful site but what about the 
customer experience on arriving at the site? Surely site quality and compliance monitoring should also be 
budgeted for? Sitemorse offers the most in-depth service – giving you control and confidence, and 
continually reducing risk of failure – protecting investment and brand value.

  Function 
 Function checks include  
broken links, missing documents  
and images.

1	 Centrum	Bank	AG
2	 Basellandschaftliche	Kantonalbank
3	 Ersparniskasse	Speicher
4	 BANCA	GESFID
5	 J&T	Bank	Schweiz	AG
6	 Bank	Julius	Bär	&	Co.	AG
7	 Banque	Bénédict	Hentsch
8	 AXA	Bank
9	 Lombard,	Odier,	Darier,	Hentsch	&	Cie
10	 Spar	+	Leihkasse	Steffisburg

 Performance 
  Measures the speed of the overall  

website. Reports individual page  
loading times.

1	 Basellandschaftliche	Kantonalbank
2	 Ersparniskasse	Speicher
3	 Bank	Julius	Bär	&	Co.	AG
4	 Banque	Bénédict	Hentsch
5	 Lombard,	Odier,	Darier,	Hentsch	&	Cie
6	 LBBW	(Schweiz)	AG
7	 AKB	Privatbank	Zürich	AG
8	 Scobag	Privatbank	AG
9	 La	Roche	&	Co	Banquiers
10	 Valartis	Bank	AG

 Metadata 
  Essential for SEO and bookmarking. 

Metadata testing checks for page titles  
and descriptions.

1	 Basellandschaftliche	Kantonalbank
2	 NZB	Neue	Zürcher	Bank	AG
3	 Banca	dello	Stato	del	Cantone	Ticino
4	 Trafina	Privatbank	AG
5	 Spar-	und	Leihkasse	Frutigen
6	 Banque	Cantonale	Vaudoise
7	 Volksbank	Bodensee	AG
8	 Thurgauer	Kantonalbank
9	 Banque	de	Commerce	et	de	Placemts	SA
10	 Banque	Cantonale	de	Fribourg

 Accessibility 
  Checks for A & AA accessibility 

requirements, necessary to keep  
you operating within the law.

1	 Banque	Cramer	&	Cie	SA
2	 PostFinance
3	 Rosbank	(Switzerland)	SA
4	 M.	M.	Warburg	Bank	(Schweiz)	AG
5	 Dominick	Company	AG
6	 Centrum	Bank	AG
7	 J&T	Bank	Schweiz	AG
8	 Banque	Bénédict	Hentsch
9	 Spar	+	Leihkasse	Steffisburg
10	 Sparkasse	Schwyz

 Email 
  Reviewing the email infrastructure and 

checking that email addresses are 
operating correctly to receive messages.

1	 Lombard,	Odier,	Darier,	Hentsch	&	Cie
2	 LBBW	(Schweiz)	AG
3	 Banque	Cramer	&	Cie	SA
4	 NZB	Neue	Zürcher	Bank	AG
5	 Adler	&	Co.	Privatbank	AG
6	 Banca	dello	Stato	del	Cantone	Ticino
7	 FAISAL	PRIVATE	BANK	(Switzerland)	SA
8	 cashgate	AG
9	 Pictet	et	Cie
10	 P&P	Private	Bank	AG

 Code quality 
  Checking the code that makes up 

pages against web standards - 
ensuring performance and layout.

1	 Centrum	Bank	AG
2	 Ersparniskasse	Speicher
3	 J&T	Bank	Schweiz	AG
4	 Banque	Cramer	&	Cie	SA
5	 Scobag	Privatbank	AG
6	 Bank	aek	Genossenschaft
7	 Mizuho	Bank	(Schweiz)	AG
8	 Burgerliche	Ersparniskasse	Bern
9	 BANCA	CREDINVEST	SA
10	 Banque	CBH	Compagnie	Bancaire	Helv.

Our own CMS 

does all the checking 

we need thanks, 

including spelling,  

metadata, links and 

accessibility.   n

 ‘There isn’t a CMS that 
offers anywhere near the 

level of a Sitemorse audit. 
Quite simply, if the problem 

doesn’t exist... then we 
can’t find it. That’s why we 

call our service ‘building 
web confidence’.

44%
Improvement in page 

response with Sitemorse
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No matter where in the
world you operate, or

however complex your
online presence,

Sitemorse behaves 
like any visitor,

continually monitoring
every page.

69%
Reduction in cost of page 

testing with Sitemorse

Investor Relations in a 
Digital Age – getting 
the basics right
The corporate reporting environment in the UK and elsewhere has undergone significant modernisation 
in recent years. The principal driving force behind this has clearly been enhanced technology, allowing 
companies to move to an online format for key documents including the annual report and price sensitive 
announcements that can be uploaded simultaneously with their release to the market. Concurrently, 
changes to the Companies Act 2006 and similar legislation overseas are allowing companies to 
communicate with their shareholders electronically rather than through printed material. 

It is now commonplace to find the contents of presentations given to sell-side analysts on corporate 
websites. Beyond that, live and recorded webinars are often hosted and stored on company websites, 
freely available to all. These levels of disclosure are unprecedented, and the trend is continuing apace.

The upshot of all this is that online reputation management is becoming an increasingly salient issue for 
CEOs, finance directors and company secretaries, as well as more obviously for heads of investor relations 
and corporate communication. As corporate executives devote more of their energies to their websites and 
the power of online media and communications continues to grow, the stakes in turn increase.

Why then do websites fail? The straightforward answer is because they have not been adequately tested 
– this needs to be a continual process, not a one-off, and best practice standards, once set, need to be 
managed and adhered to. What’s more, the testing process should constantly seek to identify ways in 
which online engagement can be improved, and standards subsequently raised. The consequences of 
failure can be huge, sometimes tangible, often intangible – a lost sale, a potential investor being “turned off” 
– the list is considerable. 

To the outside world, the ultimate responsibility for a corporate website is the CEO’s. In which case, 
the CEO must ensure that those providing “web” services – be they internal or external parties – are 
delivering quality ongoing advice and value for money. It is therefore incumbent on those providing such 
services to frame their regular findings within the context of KPI’s including accessibility, cogency and 
clarity, presentational appeal and layout, and search engine optimisation. This allows management to 
straightforwardly assess whether standards are being maintained and/or improved and online reputational 
risk is being minimised.

As communication advisers, we focus on ensuring that the right messages get to the right audiences at the 
right time, and part of that process is to ensure also that the delivery mechanisms work properly.

Paul Downes, Chief Executive, Merlin Corporate Reputation Management

Paul Downes
pdownes@merlinpr.com

+44 20 7726 8400
www.merlinpr.com
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