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Matthew Malady, DDS Products, Assisted, Advice and Insurance,

T

)

]

b

|

&

LD

=

R 5 e |
s B8 AT i |
o Aedindy B

o
it e 4 R

lﬁil,:'

. I

Powering And Evolving CBA Customer Experience
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Main Financial Ins
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Home Lending

Household Deposits

a»”

CommonwealthBank ‘



Customer Engag
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Customer Relationship‘
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The power of co-developmentwith'staff and customers i
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ROADMAP OF CHANNELS INTEGRATED

Assisted ﬁ Branch ())) dO.u’lclbound telephone ())) DB Skills display ()) Intelligent Routing
ialler

Online segment Programmatic [ﬁ Programmatic Buying

DESktOp —‘:’— ACLEEIR [ﬁ] to CEE Buying — Enhancements
Commbank Site _[I_ Ceba

CommBank App 2-way SMS Webchat

Mobile D CommBankApp D (National) D y D
D SMS D Push Notifications D Activity Feed
e
Other channels @ Email BN Direct Mail ATM / IDM
2016 > 2017 » 2018
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Customer Experience
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Never let a Customer miss a key momen:
Payment Reminders

6:54 am ol Telstra F 9:29 am

My notifications X My notifications My notifications

Payment due Credit card x7441 is @

due today
Your credit card ending in x7441 is due
n 5 days

Credit card x7007 was
due yesterday

Pay today to avoid a $20 late fee

Viewnow |

View now

CommonwealthBank ‘



Never let a Customer miss a key mol
Smart alerts il f

. » COMMBANK Thiag

Your Smart Access is overdrawn by $39.46 .
Bring your balance into credit by midnight 15
Feb (Syd/Melb time) to avoid fees and interest

 that may apply.

CommonwealthBank ‘
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Hi Kristel

Log off

Find rebates and benefits
to help you save

Answer 5 simple questions and we'll find
benefits that you may be eligible for

Get on average $710

You may be eligible for rebates and

benefits
o .
X% o i
Transfers Pay someone BPAY
3 = ¢
Accounts Cards Products Get Started

& offers

CommonwealthBank ’

Tof5

Which concession cards do you have?

Select all that apply

Pensioner

DVA Gold

Health Care Card
State Seniors Card
State Seniors Card

| don't have one

Never let a Customer miss a key moment:
Benefits Finder

Your benefits (9)

You may be eligible for these rebates

and benefits based on your answers

Utility Relief Grant Scheme
Get up to $475

Save money on your electricity bill

( Tell me more >

E| Log off
Your benefits / Annual Electricity Concessio...

Claim the Annual Electricity
Concession

up to
$ 475 Towards your electricity bill

Q Call & claim in a few mins
Save money on your
bill

You could get 17.5% discount off your
electricity usage and service costs.

Call now
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Experimentation
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Helping our customers feel

supported by usin

CommonwealthBank '

time of N€ QM
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Assist: Natural Disaster Bushfire

Next Best Conversation

It's important to us that we meet your needs in
all the moments that matter. Your area has
been impacted by a significant event, are you
okay? Is there anything | can do to help?

Benefits

= Potentially eligible for special assistance

= For Emergency Assistance contact: 1300 720 814
= Refer to bulletins, if available
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