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Disclaimer

The material that follows is a presentation of general background
Information about the Bank’s activities current at the date of the
presentation, 22 November 2004. It is information given in
summary form and does not purport to be complete. It is not
financial product advice and is not intended to be relied upon as
advice to investors or potential investors. It does not take into
account the investment objectives, financial situation or needs of
any particular investor.

Speaker’s notes for this presentation are attached below each
slide.

To access them, you may need to save the slides in PowerPoint
and view/print in “notes view.”
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There are three themes to our service
transformation

“To excel in customer service’

Metrics Commitments
m Cash EPS growth Exceed 10% CAGR over 3 years
m Dividend per share Increase each year

m  Group cost-to-income ratio  4-6% CAGR prod. improvement

m  Market share Profitable market share growth

. Engaged people .

Customer service h gaged peop q Simple processes
. ) who are empowered,

that is responsive, Through : pow! Supported by that are fast, accurate
) ; motivated and skilled to D

convenient and reliable deliver and efficient
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Which new Bank financials are on track

$ Millions
Investment Spend Benefits
900
634 620 620
226 237
2004 | 2005 2006 2004 2005 2006
Key 2005 investment drivers Key 2005 benefit outcomes

* Branch Redesign * NetBank Replacement « Home Loan End to End « PBS Service Initiatives
¢« CommSee * PBS Asset Finance « IBS Redesign o BRI TETE
+ Desktop Infrastructure * PBS Integration « IBS Service and Sales . RBS Branch Sales
« Home Loan End to End * RBS Straight Through « IT Efficiency Effectiveness

IIS Product Migration

Processing

Support Function
Redesign

RBS Network Efficiency
Support Function Redesign

PBS Integration
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Customer

People

Process

Executing June 05 milestones as planned

o gk~ 0w N PE

9.

10.

Service & Sales Management - remaining staff trained
Branch Refurbishment - refurbish 125

NetBank - new service implemented

CommSee - platform built and deployment commenced
CommSee - 40% customer-facing staff trained

Segment Model - pilot completed

Performance Culture - performance management system
implemented

Performance Culture - new learning curriculum available

CommWay - 40 process simplification initiatives completed

Support Function Redesign - implementation of 14 functions
completed

11. Wealth management systems - reduced from 11 to 7

12.
13.

Procurement - 10 key categories renegotiated

IT Efficiency - run-rate savings of $80m realised

Percentage complete*

Target date

C30%)

| Jun 05

C 5%

| Jun 05

| Mar 05

| Apr 05

| Jun 05

| Jun 05

Coo%

Dec 04

| Jun 05

| Jun 05

| Jun 05

C 20%)

| Jun 05

Cas% D

| Jun 05

Cs

0%

| Jun 05

* As at October 2004
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Strengthening our relationship with
customers is a priority

Strength of relationship
broadly maintained
during a period of
significant change

Internal measures
demonstrate improved
service

Continued focus on
Improving service
guality

10 1

5.7

Strength of Relationship

58 58 6.1 6.1

5.8

Apr-Jun 03 Jul-Sep 03 Oct-Dec 03 Jan-Mar 04 Apr-Jun 04 Jul-Sep 04
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Staff remain positive about Which new

Bank

Key performance
culture initiatives being
Implemented

Staff showing strong
support for Which new
Bank

Increasingly, more
staff will be directly
Impacted by Which
new Bank

Informed
about WnB

WnB will help
me do my job
better

Understand

need for WnB

Positive about
WnB

Quarterly Staff Tracking Survey

| 78
|77
| 80
|61
56
56
| 85
81
81
|72
[ 67
| 70
1 1 1 | 1 %
0 20 40 60 80 100

COct 04 [JJul 04 JApr 04
Source: October staff tracking survey
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Developing common systems and processes

CommSee Building integrated
systems across
interconnected businesses

= Service & Sales

- CommWay

Bank-wide initiatives

T STeLETE AeiTeE Balancing common
Performance Culture elements with

- Support Function Redesign customisation
Procurement
IT Efficiency Implementing in parallel

with business unit
Initiatives
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CommSee will deliver significant benefits
to our customers

Customer feedback

Improved experience...

Customers receive a more consistent experience as the

1 )
Know me Bank has a comprehensive, single view of their holdings,
accounts and relationships.
Customers don’t have to repeat themselves as staff record
each interaction. This means a new staff member can pick up
where the last contact left off.
‘Give me Customers can contact the Bank in the most convenient way
what | want’ for them as information is shared across locations and channels.
‘Do it reliably’ Customers _receive consistent, accurate im_‘ormation
across locations and channels. Staff can provide accurate
status updates of work items and follow up activities.
Which Bank

CommonwealthBank /



CommSee is simplifying processes and
enabling service improvements

Fill out paper Customer needs Maintaining paper
Login to different Old desktops referrals and paper .
systems for running old application forms ca.ptured.o.n hand- S|gnatu.r.e cards,
dHOW_ different functions | | operating systems | | for Personal Loans wrlttencr:llrrclj;FlNAP ﬁg::gﬁg':ﬁ fz?lréi
oes It & Credit Cards

work

today?

TELLING
CUSTOMER LENDING
CM

Ir
Symems

Bank

’0
g |
How e ) =
will it \ i
work in New desktops Complete needs
the One system with running the latest Referrals and analysis on-line Images of
future? one login and a Office & Application form using knowledge signatures and
single view of the SmartCard details captured already gathered files available on-
customer applications and and lodged online about the line
version of windows customer
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CommsSee Release 6 goes live

Release 6 involved the
implementation of the ﬁ T ]
‘harness’; integrating all the o
Bank’s computer systems .J
and providing a single view N
of the customer TS
+ Singlelogon -
Also included improvements " Common navigation =~
) ) * Security access & authorisation
INn security access and
. . SINGLE VIEW
authorisation
CommSee rollout is on track
June 2006
Customers
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CommSee provides an integrated CMS
and image repository

S

Current WnB Our major competitors
Signatures X! v X v v
Documents Authorities X1 v X v v
Home Loans Xiy/2 v v v v
: 3 .
e s | X | v | x| x | X

1. Tasmania and Southern Metro Sydney in progress
2. Home loan file imaging has occurred in Tasmania and in part of PFS
3. Customer Management System
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IBS Redesign resulted in a more skilled
and empowered workforce

Client service centralised
21 Business Banking Centres refurbished
10 new premises
40 sites closed
Streamlined credit approval processes
Sales skills training delivered to 1,260 staff
Reduced staff numbers by 920

Cost savings achieved, while revenue impact delayed
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Premium service initiatives freeing up
relationship managers to serve more customers

Which new Bank projects
focus on CyCIe times and Client coverage ratios

pProcesses (clients per sales person)
450
400

Projects deliver

. . 350
simultaneous client —
service and efficiency £ 250~
Improvements G 200-

150—
100

Expansion of advisory
activities

50 —

Sep 02 Nov 04

Commonwealth - Premium Banking &

EmphaS|S On tra|n|ng and Private Bank Investment Services
continuous improvement
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Business lending market share maintained
in a competitive environment

Service & Sales

Strategic client planning is
identifying sales
opportunities & helping
clients grow their
business

Clients benefiting from
increased frequency and
guality of calls

Client service teams now
Include sales, product and
risk specialists

CBA Business Lending Market Share
(% Jun 03 - Sep 04)

14.4 1 142
14.2 - T 1414940 14.114.114.1
i;‘-g' 138 139 Bora
13'6 13.5 013.
= 13.7
| 13.7 13.6 a6
4 13A 135 136135 135 13.6
13.3 ™
13.01 .
13.1
1284 13.0  13.1
1261 126
12.4 M M M M M M M o <+ e e —
S ¢ &% 8% 9 33 333 333
c =] o 2L B > o c O = 5 S Y
A =2 2 8§ 0 2488 ¢ s & 35 2 8

Market Share - Unadjusted (%) Market Share - Implied (%) |

Source: RBA

Note: Implied market share reflects the RBA’s decision in July 04 to
include securitised balances from discrete independent entities.
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Accelerating transaction banking market
share growth

CBA Share of Primary Relationships

Improved client service oz Bk 20_9%24'4%

has led to increase in ool | 181wl | 188% ]

market Shal‘e Corporate
(Top 500)

Maintenance enquiries CQmema.

now handled by Client

Nov 02 Feb 03 May 03 Aug 03 Nov 03 Feb 04 May 04 Aug 04

Se rVI Ce Ce ntre Source: East & Partners

Impact of Client Service Centre
Increased time available

for Relationship o] °
Executives to pursue . s
it 15yooof N I -3

sales oppprtunltles and N LT |l
engage clients .
0 0

Feb 04 Mar04 Apr04 May 04 Jun04 Jul04 Aug 04 Sep04 Oct04

|:| No. of client contacts (LHS) \ Days for completion (RHS)
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Service & Sales is about providing the
framework to excel in customer service

Bank-wide referrals technology

Implemented for customer —
% Tasmania pilot results for

facing staff OneTeam Referrals 2004
1254

Service & Sales behaviours 120 -
built into Performance 115 -
Management System 110 -

105 -
20,000 participants completed 100 -

Service & Sales training 95

i Mar Apr May Jun Jul Aug Sep Oct
CEOQO Service excellence | |
—— Volume (indexed at 100 in March)

awards program introduced Trend line

Bank-wide

Internal customer survey
implemented
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Improvement in quality of advice and
productivity

Group Wide Advice Model

. Bank Financial Planner Sales
Implementmg new technology 16 - Average Annualised Productivity

early 2005 15 -

New standard advice sales 13 |
process being implemented 12 -
11

10 -

$ Million pa

Ongoing service proposition
Introduced

(o] ~ [e¢] ©
1 1 1

Quality of advice improving
through tralnlng Julo3  Sep03 Nov03 Jan04 Mar04 May04 Jul04  SepO4

Nearly 300 advisers trained
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Legacy systems reducing from 17 to 5

by the end of 2005

Reduced 17 systems to 9
as at Nov 2004 and on
target for 5 (Dec 2005)

Expect overall cost
savings of $10 million per
annum from 2005/2006

Service & Sales

Introduced client
retention program -
retained $50 million of
$80 million at risk

System Rationalisation and
Migration Cost Savings
2003/2004

Compliance

savings IT cost

savings

FTE

Other Reduction

Which Bank
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Improved customer service from faster
processing and a more focused response

Process simplification

.. C e Insurance Claims Cycle Times
Recognising individuals &

teams for outstanding %
performance 100 -
Introducing First Point 90 -
Resolution

80 A
Introduced Management Tool
Kits 70
Restructure to provide end to 60 1
end service

50

Individual Risk G Risk
New workflow system to ndividual Kis roup Ris

facilitate straight through [ 2003/ 2004 [] Yearto date

processing (November 2004)
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CommWay is a common way to simplify
processes across the Bank

Targeting a 50% improvement in turnaround times and 15%
Improvement in efficiency, without investment in IT

Each part of a process viewed from the customer’s perspective
and through the prism of time

Bank-wide undertaking across all operations, processing & service
centre areas within 2 years

24 projects complete with over 30 in the pipeline

Early successes in RBS providing key learnings for Bank-wide
rollout

Sustainable capability - up to 10,000 people involved across the
Bank
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CommWay initiatives are continuing to

show results

A common tool-kit for

Turnaround time improvements

CommSec
process improvement Client ;‘53;3‘;¥ ' o0
appl;aémns
maintenance | 2 days to same day
Processes viewed from NSW Commercial
the customer’s e 80%
. documentation
perSpeCtlve and fulfilment | 11 days to 2 days
Receivables 60%
Factoring
Delivering dramatic 15 weeks to 6 weeks
|mprovements N Home Loan 50%
P Origination
teirf::(élsen(:y and turnaround ErH pre———
Which Bank CommonwealthBank
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WnB in RBS - improvements in frontline
customer service levels

Branch Manager spending 80% of
time In customer service area

Frontline Customer Service
Specialists

Service & Sales training (+13,000
staff)

EXxplicit service targets & better
measurement

Faster Customer Service program -
driving a 50% reduction in branch
gueue times

Service Quality Index (RBS)

10.9

9.5

9.0}

8.5 Sep-03 O nne

8.0} I

7.5

7.0]

6.5]

6.0f

5.5

5-000 [52) [32) N MmT MM Y Y g ST Y S S
Fe o e e ages g
532388888882 £33 23

5 40 Avg time in branch queues (mins)

2.20f _

2.004

Sep-03

1.80f

1.60

1.40

H HHHHDHHHD

1'00m o @ ol m M oo o« < < 0 0 0% % % &% %
o o o o o o o o o o o o o o o
= =) Q 15 > (53 c =) 5 5 > c = =) (=%
s = [} o [=} i} [} s £ [} 3 =3 = Q

< ()] 2 [a) ] L = < n

WnB Commenced Sep 03
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Service & Sales is generating some
promising improvement

L0 - Product* Sales per Branch FTE
Sales Coaches introduced across ) o 2w
the network ol oy [ M8 w0 w0 [
100 4 21 too /,\100 R b
M NA1 /{
Needs based consultative sales 2 0 \\,{
approach -
60 T T T T T T T T "
Exp||C|t Cross-se” targets for a” Jan04 Feb04 Mar04 Apr04 May04 Jun04 Jul04 Aug 04 Sep 04
. . —— Last Year Indexed Results
frontline staff + tracking down to =" =
individual 0307 Additional products* sold per sales event
0.25 A
Strengthened referral processes .
(One Bank - OneTeam)
0.15 A
Early signs of improvement in 0101
sales/cross-sale measures, off a R
|OW b ase Jan-04 Feb-04 Mar-04 Apr-04 May-04 Jun-04 Jul-04 Aug-04 Sep-04

* “Product” refers to deposit, credit card and personal loan accounts sold through the
branch network. Sales event
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CommsSee is being integrated into
Service & Sales

Service & Sales
Training &
Coaching

Service & Sales

Behaviours Role Descriptions

& Competencies

o \ s

op) Attend to Customer Sell to Diarise /
E immediate needs identified ~— refer future
o need analysis need opportunity
@)

/ 1) \
Performance Targets
& Measurement

Cross-Divisional

Recognition Referrals

& Reward
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Retail Deposits - increasingly competitive

Competitors pricing for market

6000

0

5 Net Change in Transaction Account Numbers
4000 o

2000 +

HH DDHHH

share growth e H L[ U
_ _ -4000 | \9
Growing threat from on-line 6000
-8000 o
players 10000 || sepos
-12000 -_
Our response includes: HE
-16000 -
Dealing with service breaks in o Market Share
key branch channel |
Improved customer 285
segmentation in pricing S o
Ongoing productivity s
iImprovement s 1 | . .
WnB Commenced Sep-03
Which/'Bank
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Home Lending - recent market share gains
underpinned by service improvements

. . 110.00 External Refinancing
Home Loan End-to-End delivering o
significant processing, turnaround o
& service improvements | s
80.00 ep-
Targeted acquisition & retention 7000
strategies + rational pricing 60,00 ered Results
5000 Yo 0T Tm m @ ¥ ¥ ¥ ¥ 2 2% % T
Focus on profitable growth in 225838588 82¢8532¢83
a” Channels Market Share
20.40% -
Measured growth in 3rd party B2t
19.40%
Market share improving .
18.40% Sep-03
. . 17.90% -
New fully commissioned . -
proprietary channel established A S S S S T S N S
7 ” 28 & = 3 § & = < g 2" 2 3§
(“Mortgage Innovators”)
WnB Commenced Sep-03 Source: APRA/RBA. Includes Homepath
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Unsecured Lending - a revitalised product
set driving strong market share gains

% Credit Card Market Share
Personal loan product 2450
re-launched late 2003 — 24.00
product changes + greater 2350 >
marketing support 23.00 !
22.50
New Platinum Card launched o e
March 2004 ﬁli’ilszoﬁ,izé};nii’
Balances Purchases
Strong market share gains in a " Personal Lending Market Share
1 24.0
competitive market o
23.6
End-to-End re-engineering in 23.4 Sep.03
2005 - process simplification & -
system enhancements 220 E— %
226 studaent loans
22.4 T T T T T T T T T T T ]
WnB Commenced Sep-03 Source: APRA
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CBA vs Market - comparative growth rates
Sept quarter (core businesses)

Home Lending (Residentially Secured inc Securitisation) Personal Lending
Annualised Balance Growth (%) Septermber 2004 Quarter Annualiged Balance Growth (%) September 2004 Quater
18.0% - 30.0% -
16.0% A
14.0% - 250% 1
12.0% A — 200% +
10.0% A
15.0% A
8.0%
5.0% 4 10.0% 1
4.0% 4 5.0% 4
20% A
0.0%
0.0%
OCBA BMISA Adjustment™ OVWEBC ENAE BANZ OSGE === TOP 5{ Ac])  m—Total Market (z) I CBA Ca'WBC == NAS mml ANZ 568 =——Top 5 ==Total Market
Credit Cards Household Deposits
Annualised Balance Growth (%) Septernber 2004 Quarter Annualised Balance Grawth (%) September 2004 Quarter
12.0% 7 12.0% +
10.0% + 10.0% -
Bl o 8.0%
o L
£.0% E.0% 4
40% 1
4.0% A
20% T
2.0% A
0.0% +
0.0%
20%
i * —— TOP 5 (adj) == Total Marketad
1 CRA ESIWEC mmNAR memANZ SG8 —Top § —=Totsl Marke O CBA BMISA Adjustment* mWES mNAS mANZ DSGE (el al Mar ket(acl)
* Note historical APRA data adjusted for change in classification of CBA mortgage offset product balances (MISA) from September 2004. Source: APRA.
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Cultural change fundamental to the Bank’s

SUcCcCess

Ambassadors - input from
all levels

Evolve - managing
performance on outcomes
& behaviours

Finding the Fun

People engagement

Barrett Survey 2004 vs 2003

/\ = Customer Satisfaction
= Service to Customers

= Profit

= Productivity

= Costs

= Bureaucracy

= Hierarchical

v = Silos
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Focused on executing 04/05 priorities

Financials - on track

June 05 milestones - executing as planned
Market shares - remain broadly stable

Our customers - our priority

Our people - increasingly engaged

Common systems - good progress
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