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Harnessing Data & AI To 
Build a Brighter Future For 
Customers and 
Communities

Rachel Hansell, Executive Manager, Personalisation
Commonwealth Bank of Australia
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Showing Up For 
Our Customers
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Connecting Customers 
With Benefits 

More than 2.2 million 
claims initiated by 
customers

AU$1 billion of grants, 
rebates & concessions
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Showing Up For 
Our Communities
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Connecting Customers 
With Support

As the main income earner, my job has 
been sacrificed until flood water recedes. 
All roads to where I work were cut off 
and the towns decimated

We asked the bank to defer our loan and 
mortgage and we got an instant answer 
that it could be done. So relieved

CBA customer

Rachel

Hi Rachel

Our CommBank Lismore pop-up branch has 
moved to higher ground at Southern Cross 
University, Goodman Park, Military Road, 
Lismore. For updates on services or financial 
support, please visit commbank.com.au/info  
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8.6m
Digitally Active 
Customers20m

Adult Population

We’ve noticed you’ve paid for your 
July bill twice

Sydney Water bill

We’ve noticed you’ve paid for your 
July bill twice

Sydney Water bill

Behavioral 
Science

User Experience

Technology

Data & AI

157b
Data 

Points

1000
Machine Learning 

Models

We’ve noticed you’ve paid for your 
July bill twice

Sydney Water bill

6
Australian 
Contact Centres

680
Branches

650+ 
Next Best 
Conversations

Customer Obsessed

Technology 
Enabled
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Data 
& AI First

icon Success

icon Scale

icon Speed

Improved customer outcomes by 
supercharging connections that add value

Democratising build using H2O.ai driverless AI

Increased agility –
models deployed in < 2 weeks

icon Safe
Deploy algorithms responsibly and ensure 
decisions can be explained and are free from 
unintended bias

Customer Obsessed
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Same Great Experience, 
New H2O.Ai Personalisation Models 

Offering a seamless way to 
connect to government 

rebates and benefits

Benefits 
Finder

3x claims 
started

Helping Aussies take control of 
their finances & bill payments

Bill 
Sense

2x customers
on-boarded

For customers looking 
to save

Savings 
Habits

3x new 
accounts




