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An integral part of our strategy

The next important step

Building on our strong IT capability

A step-change improvement in customer service 

Customer-driven enhancements to systems & processes

Significant benefits upside 

Summary
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An integral part of our strategy

Customer ServiceCustomer Service

Business Banking

Technology & Operational Excellence

Trust and Team Spirit

Profitable Growth 

Our Strategy Our Vision

To be Australia’s 
finest financial 

services organisation 
through excelling in 
customer service

Core Banking Modernisation
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The next important step

Our Journey 
so far

CBM the next 
important step

Significant improvements to “Front-End”:

Sales & Service Training

Over 1,000 new frontline staff

Branch Redesign

New Branch Operating Model

Market-leading front-end systems;
− CommSee

− NetBank

− CommSec

− CommBiz

− First Choice

“Back-End” systems and processes the 
key impediment to step-change in 
customer service

The time is right:

Next generation customer-centric 
systems have matured

Strong technical expertise (EIT, 
SAP, Accenture)

Over 2 years preparatory work

Initial integrated capability already 
built – “Steel thread”



5

Building on our strong IT capability

Improved organisational alignment:
− Simplified structure (EIT)

− Stronger alignment to business strategy

− Improved technical expertise

Strong development track-record:
− CommSee, CommSec etc 

− Colonial systems integration

− Group-wide Customer Information facility (CIF)

− Enhanced Group Data-Warehouse

Significant efficiency improvements

16.7%
15.2% 14.5%

20.3%

FY06 1H07 2H07 1H08

IT efficiency ratio
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A step-change improvement in customer service

Improved customer interactions

Real time, 24x7 processing removes hand-offs and improves service 

Introduction of common processes across businesses and segments

Improved product functionality, agility and speed-to-market

Efficiency improvements through system and process consolidation
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CORE BANKING MODERNISATIONCORE BANKING MODERNISATION

SAP
Banking

Solutions

Customer-driven enhancements to systems and processes

Replace legacy systems

Introduce real-time, straight 
through processing

Simpler processes

Core Banking Modernisation

Online
NetBank, CommBiz, 

CommSec, First Choice

CommSee Business Intelligence
Group Data Warehouse

General Ledger/ERP



8

0

2

4

6

8

10

12

Year put in 
Production

Number
Of Major 

Applications

– Demand Deposit System
– Passbooks

– Term Deposit
– Home Loan System

– CommSec 
– Netbank
– Customer 

Information File

– CommSee
– CommBiz
– Firstnet

– Direct Entry
– Cheque clearing

• Branches online
• Direct Entry Payments
• Bankcard

• CBA Privatisation
• BPay • CRM 
• Internet Banking 
• Call Centres

• Banking deregulation
• SWIFT 
• Visa  • Master Card 
• ATM  • EFTPOS

• Decimal Currency 
• Personal Loans
• Christmas Club
• Black light signatures

• Weekend trading
• Global entrants
• Process utilities

Industry Changes

• Vendor support declines
• Complexity rises
• Skills begin to decline
• Understanding reduced

• Vendor support stops
• Software unavailable
• Age, size, complexity, 

knowledge limits 
• Skills pool shrinks

• Systems maintainable
• Vendor Supported
• Skills available

• Hard to support
• Staff retiring
• Offshore skills

Ability to 
support/change diminishes

1960s 1970s 1980s 1990s 2000s

Customer-driven enhancements to systems and processes

= core systems to be modernised
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Significant benefits upside

Forecast cost of around $580m over 4 years 

Benefits profile:

Customer service improvements 

Growth opportunities 

Efficiency gains 

Reduced systems risk

First mover advantage 

Governance:

CEO-Chaired Steering Committee + regular board reporting

Dedicated programme directors with significant industry experience

Disciplined project phasing and scope management


