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Commonwealth Bank of Australia COVID-19 Support Update – September 2021 
 

Submission to the House of Representatives Economics Committee  
 
Commonwealth Bank continues to work with governments across the nation to support 
our customers and the community through the worst pandemic in a century. As rates of 
vaccination attain key thresholds, we look forward to Australians returning to a more 
recognisable way of life. 
 
Keeping our people safe 

The health and safety of our people, customers and communities remain our highest 
priority. We maintain strict safety, hygiene and physical distancing practices in all our 
workplaces. Our branches and commercial buildings adhere to National COVID-19 safe 
work principles, drawing on advice from each of the relevant health authorities in each 
instance. 
 
In addition to maintaining a safe workplace, we are supporting our people through the 
pandemic and lockdowns by: 

 Providing 10 days paid Special Leave to employees to supplement existing leave 
entitlements, in addition to any other leave entitlements staff may already have, 
such as personal illness or carer’s leave; 

 Making available a comprehensive range of mental health and wellbeing resources 
to our people, as well as support to help employees with any financial wellbeing 
difficulties. This includes a one-off, interest free pay advance of up to $2,000; and 

 Communicating clearly about support for employees who are unwell and reporting 
if they are getting tested for COVID-19. 

 
Flexibility and remote working are also key to managing building occupancy rates, to 
ensure we comply with physical distancing requirements. Prior to the most recent NSW 
and Victorian lockdowns, our people were returning to our office workplaces, with a 
hybrid or remote working pattern. Our approach is to balance customer, team and 
individual considerations, allowing for flexibility and remote working, managing building 
occupancy rates, while also building strong, supportive and resilient teams. 
 

Vaccination program  

Commonwealth Bank has opened dedicated vaccination centres across Greater Sydney, 
as part of an accelerated corporate vaccination pilot program to help vaccinate its 
employees, families and household members against COVID-19. 
  
Following the successful opening of the first vaccination centre in Parramatta at the 
beginning of August, hubs are now operational in Bankstown, Hurstville, Auburn, 
Blacktown, Cabramatta, Liverpool and Campbelltown. 
  
The pilot program is currently open on a voluntary basis with priority access given to 
those in customer-facing roles. 
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The vaccination program is being run by Commonwealth Bank’s corporate health 
provider, Vitality Works, whose experienced team of nurses operate the bank’s annual flu 
shot service. 
 
Commonwealth Bank plans to extend the program nationally as more vaccine supplies 
become available. A survey of more than 11,000 bank employees last week revealed that 
almost 90 per cent of staff intend to get vaccinated.     
  
The opening of the new centres coincides with the bank’s rollout of rapid antigen testing 
for branch staff in Sydney’s LGAs of concern.  
 

Supporting our customers 

Since the start of the pandemic, Commonwealth Bank has delivered a wide range of 
customer support measures to help our customers, including home and business loan 
deferrals, fee waivers, SME recovery loans and tailored support and assistance packages 
for customers experiencing ongoing hardship.  
 
Commonwealth Bank also created a COVID-19 support page and sent personalised 
reminders, to help keep customers informed about the latest support measures that were 
available to them. More than 730 million in-app messages have been sent relating to 
COVID-19 support and information, while the Commonwealth Bank COVID-19 support 
website has received in excess of 6 million page views. 
 

Supporting our retail customers 

We have prepared a range of support measures to help our retail customers, particularly 
those customers facing additional challenges arising out of the current restrictions. 
 
We continue to offer our coronavirus hardship support package, which includes: 

 Accessing money customers may have available in redraw in their eligible loan;  
 Restructuring home loan debt;  
 Switching to a Fixed Rate home loan;  
 Reducing repayments to the minimum monthly repayment amount; and  
 Using money in an Everyday Offset (if available to the customer). 

 
For customers impacted by the most recent lockdowns, we announced a range of support 
measures in June 2020; including access to a two-month deferral on home loan 
repayments. As at 31 July we had arranged deferrals on around 6,800 home loans.1 
 
Our earlier temporary loan repayment program for home loan lending ended in March 
2021, having enabled approximately 158,000 temporary home loan repayment deferrals 
between March 2020 and January 2021. As at July of this year:  

 ~123,000 of these deferrals had returned to performing;  
 ~13,000 were voluntarily closed;  
 ~7,000 switched to interest-only; 
 ~8,000 refinance; and 

                                                             
1 Includes all COVID-19 related deferrals granted from June 25 2021. 



3 
 

 ~5,000 customers were receiving hardship assistance. 
 
The bank has grown its financial assistance teams by more than 1,000 people, and 
introduced new digital features in a bid to help customers better manage their finances. 
 
We have also announced that we are extending our freeze on forced sales until at least 
February 2022 for customers significantly impacted by the latest restrictions and who are 
unable to make home loan repayments. 
 

Supporting our business customers 

Commonwealth Bank remains firmly committed to supporting the SME sector, which is 
vital to the country’s economic recovery. 
 
Over the past month we have connected with more than one million small to medium 
sized business customers to alert them to the support available, such as fee refunds or 
waivers, repayment deferrals, and bridging finance. Customers are telling us their key 
concerns continue to be about cash flow management, managing suppliers, and keeping 
staff employed. 
 
For eligible customers, the support for small and medium sized businesses includes: 

 Repayment deferrals on asset finance and business loans; 
 A refund of merchant terminal fees for up to 90 days for customers; 
 A waiving of fees and notice periods on Cash Deposit and Farm Management 

Deposit accounts; 
 Commonwealth Bank loans provided through the Federal Government-backed 

SME Loan Recovery Scheme. These loans, available to eligible businesses, can be 
up to $5 million with variable interest rates from as low as 2.6% p.a. for secured 
loans, and from 2.85% p.a. for secured loans with a delay in repayments for 12 
months. Unsecured loans are available with rates from 3.25% p.a., and from 3.75% 
p.a. with a delay in repayments for 12 months;  

 Access to a range of tailored grants and benefits specific for businesses; 
 A Financial Support Guide outlining a range of initiatives that have been 

announced by the Government and Commonwealth Bank to help businesses, 
community groups and individuals understand the options available; 

 Free counselling services; and 
 Free mental health webinars facilitated by Smiling Mind.  

 

Of the deferrals put in place in response to lockdowns in 2020, over 90 percent have now 
exited deferral.  
 
Commonwealth Bank welcomes the Government’s expanded SME Recovery Loan Scheme 
(SMERLS), encouraging Australian businesses to take advantage of the support measures 
currently available through both bank and government initiatives. We have funded over 
$1.9 billion under the various iterations of the Government’s SME Guarantee Scheme loan 
scheme, since they were introduced in 2020.  
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The expansion of funding through SMERLS means that any business with annual turnover 
of more than $250m that has been impacted by the Coronavirus pandemic is eligible to 
borrow at record low rates. Borrowers can also pause repayments on eligible products. As 
part of the most recent round of lockdowns, as at 31 July we had offered 240 deferrals on 
business loans.2 
 

Throughout the current lockdown, Commonwealth Bank has delivered a free webinar 
series for businesses, providing economic updates from Commonwealth Bank Chief 
Economist Stephen Halmarick and outlining the support available through 
Commonwealth Bank and the government, and responding to customer questions.  
 
Attached to this update is recent research from the Commonwealth Bank Economics 
team, with an outlook for the economy. 
 
We have been working collaboratively with state governments so businesses can hear 
first-hand about government support and how to access it, with localised insights on the 
impacts of business interruptions and detail on how we can assist.  
 
As a further means to support small business, Commonwealth Bank has also moved to 
update one of its digital features to help make it easier for business owners to understand 
and connect to state and federal COVID-19 support measures they may be eligible for. 
 
The Benefits finder digital feature has been extended to now include more than 58 
benefits for businesses – providing small businesses across the country with access to a 
personalised collection of benefits based on their needs and location. The 58 business-
specific benefits are in addition to more than 270 benefits and rebates already available 
for personal banking customers – many of which are pandemic-related, including the 
Pandemic Leave Disaster payment. 
 
Since its launch in September 2019, customers have commenced more than 1.5 million 
claims via the Benefits finder feature and saved more than $481 million. 
 
With almost one third of businesses saying accessing and applying for grants and benefits 
is one of their biggest challenges, the newly enhanced Benefits finder digital feature helps 
small businesses identify what benefits they may be eligible for and simplifies the 
application process so they can access much-needed funds more easily. 

                                                             
2 Includes all COVID-19 related deferrals granted from June 25 2021. 
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