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

Powering And Evolving CBA Customer Experience

Commonwealth Bank



Powering And Evolving CBA Customer Experience

Matthew Malady
DDS Products, Assisted, Advice and Insurance



MARKET SHARE

Home Lending

Main Financial Institution

Household Deposits



Customer Engagement

Engine



Customer Relationship Banking

From back-office to Nationwide

The power of co-development with staff and customers
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Customer Value:
Moving the dial on ‘traditional’ Banking conversations

Customer Experience
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Never let a Customer miss a key moment: 
Payment Reminders



Never let a Customer miss a key moment: 
Smart alerts



Never let a Customer miss a key moment: 
Benefits Finder



Experimentation

AI Stack
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Helping our customers feel 






