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Disclaimer

The material that follows is a presentation of general background information

about the Bankôsactivities current at the date of the presentation,

10 February 2010. It is information given in summary form and does not

purport to be complete. It is not intended to be relied upon as advice to

investors or potential investors and does not take into account the

investment objectives, financial situation or needs of any particular investor.

These should be considered, with or without professional advice when

deciding if an investment is appropriate.
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Agenda

Â Ralph Norris, CEO ïCompany Update and Outlook

Â David Craig, CFO ïFinancial Overview

Â Questions and Answers
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Market shares

Dec 09 Jun 09 Dec 08

CBA BWA Combined CBA + BWA CBA + BWA

Home loans 22.5% 3.5% 26.0% 25.2% 23.2%

Credit cards 2 19.4% 2.5% 21.9% 21.5% 20.9%

Personal lending 14.2% 0.9% 15.0% 15.7% 20.2%

Household deposits 28.1% 3.1% 31.3% 32.3% 32.6%

Retail deposits 22.7% 3.9% 26.6% 26.6% 27.2%

Business lending ïAPRA 12.9% 5.9% 18.8% 19.4% 18.2%

Business lending ïRBA 13.6% 3.5% 17.1% 16.8% 16.6%

Business deposits ïAPRA 16.1% 5.6% 21.7% 20.7% 22.0%

Equities trading (CommSec) : Total 6.9% n/a 6.9% 6.4% 6.0%

Australian retail funds ïadministrator view 14.3% 0.2% 14.5% 14.4% 14.1%

FirstChoice platform 10.4% n/a 10.4% 10.2% 9.8%

Australia life insurance (total risk) 14.4% 0.9% 15.3% 15.6% 15.5%

Australia life insurance (individual risk) 13.4% 1.2% 14.6% 14.7% 14.5%

NZ lending for housing 23.3% n/a 23.3% 23.3% 23.4%

NZ retail deposits 21.4% n/a 21.4% 21.2% 21.6%

NZ lending to business 9.2% n/a 9.2% 8.8% 8.5%

NZ retail FUM 18.0% n/a 18.0% 20.3% 19.1%

NZ annual inforce premiums 31.3% n/a 31.3% 31.7% 31.7%

1 Including St Andrewôs

2 As at November 2009

3 Bankwest market share impacted by reclassifications.  Comparatives not restated

1

3

1 1



5

Strong operating performance

Dec 09

Cash NPAT $2,943m

ROE 18.5%

Tier 1 Capital 9.1%

Cash EPS (cents) 191.7

Interim Dividend (cents) 120.0

Â Strong financial performance

Â Good momentum in all businesses

Â Strategy driven result

Â Prudent business settings maintained

Â Well positioned for growth
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Disciplined strategy execution delivering results

Over 1,000 new front 

line service 

staff added

Dedicated Group 

Executive appointed 

Core Banking ï

targeting quantum 

improvements in 

service and efficiency 

Engagement now top 

20% world-wide1

Bankwest acquisition 

at 0.7x book value

CommSee provides 

single view of 

customer at the 

frontline

Distribution footprint

expanded to 45 

Business Banking 

Centres Australia-wide

Market leading online

banking presence ï

NetBank, CommSec, 

CommBiz, FirstChoice

Significant

improvement in 

Group-wide safety

scores

Targeted growth 

in Asia

Retail Deposits Suite 

awarded Canstar 

CANNEX 5-Star rating

80% of branches now 

supported by local 

business bankers

ñ60 minute Home 

Loanò ï59% of loans 

conditionally approved 

and printed in branch

Internal Customer 

Service scores 

trending higher

CFS GAM diversified 

earnings and 

expansion

Retail Bank branch 

transformation 

programme:  >200 

sites refurbished / 

upgraded

ñCommBizò - market 

leading transactional 

online banking 

presence 

System reliability 

significantly enhanced

Very low turnover rate

relative to industry

Significant 

improvement in 

products-per-customer

and referral conversion 

rates

Customer 

Satisfaction

Business 

Banking

Technology and 

Operational 

Excellence

Trust and 

Team Spirit

Profitable 

Growth

1 Source: Gallup
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A clear, focussed strategy  

Australiaôs finest 

financial services

organisation

Customer 

Satisfaction

Business 

Banking

Trust and 

Team Spirit

Technology and 

Operational 

Excellence

Profitable 

Growth
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Other key information 

Home lending Business lending

Household deposits Business deposits

26.0%

12.5% 13.2%

24.1%

CBA / 
Bankwest

Peer 1 Peer 2 Peer 3

31.3%

13.8% 13.4%

23.6%

CBA / 
Bankwest

Peer 1 Peer 2 Peer 3

18.8%
17.4%

19.1%

15.5%

CBA / 
Bankwest

Peer 1 Peer 2 Peer 3

21.7%

17.0%

23.2%
21.4%

CBA / 
Bankwest

Peer 1 Peer 2 Peer 3

Market Shares

1.8

1.9

2.0

2.1

2.2

2.3

2.4

2.5

2.6

Jun 07 Dec 07 Jun 08 Dec 08 Jun 09 Dec 09

CBA Peers

* From Jun 07 to Dec 09

Age 14+, 6mth 

moving average

Products per customer*

Avg number of products held 

per financial institution

Peer 2:    +9.5%

Peer 3:    +9.5%

Peer 4:    +10.5%

CBA:    +19.0%

Movement*

Peer 1:  +8.7%

* Refer notes page at back of presentation for source information
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Transformational change - scorecard

Customer Satisfaction 

Retail 64.9% 

Business 56.5%

FirstChoice Ranked 6th

Share of Ombudsman Complaints 29.8%

Market Shares

Home Lending 18.7%

Business Lending 12.1%

Household Deposits 29.3%

Business Deposits 11.9%

Products per Customer 2.17

System Reliability ïSev. 1 incidents 66 pa

Processing times ïNew Home Loans 14 days

Employee Engagement ïPercentile 69th

Total Shareholder Return ïRanking

1

5

1, 2, 3, 4 ïRefer note slide at back of this presentation for source information

5 Source RBA/APRA.  June 2006 market shares do not include Bankwest

6 Time period relates to that component of the home loan process that is under the direct control of the Groupôs mortgage processing area.  

Comparative period relates to Oct 07

7 Major banks

2

3

4

6

V

V

V

V

73.8%

67.5%

Ranked 1st

16.6%

V

V

5 ytd

5 days

V80th

June 2006 December 2009

7

V

V

V

V

26.0%

18.8%

31.3%

21.7%

2.48 V

Number 1 
(1, 2, 3, 4, 5 yrs) V

Progress
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Notes
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Areas of strategic focus ðnear term

Â Continued drive to be Number 1 in customer satisfaction

Â Core Banking Modernisation;

ü On schedule - early phases very encouraging

ü All customer information migrated, 3 live trials underway

ü Quantum improvements in customer service and efficiency

Â Further leverage of diversified business mix;

ü Strong domestic retail banking franchise

ü Business banking upside

ü Wealth management growth

ü Profitable growth opportunities
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Notes
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Regulatory Reform

Â Australian financial system very resilient

ü Avoided worst of Global Financial Crisis

ü Well capitalised, provisioned and high liquidity

ü No government bail outs required

ü Funding cost pressures from offshore

Â Any regulatory changes need to recognise uniqueness of Australia

ü Strong, well capitalised, banking sector

ü Effective regulatory frameworks

Â Regulatory reform can have significant cost for Australian economy

Â Australian government and regulators response has been balanced and realistic
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As at June

2006 2007 2008 2009 2010 (f) 2011 (f)

Credit Growth % ïTotal 14.4 15.5 12.0 3.3 5-7 8-10

Credit Growth % ïHousing 13.7 12.9 9.8 7.0 9-11 9-11

Credit Growth % ïBusiness 16.6 19.2 17.1 0.4 0-2 8-10

Credit Growth % ïOther Personal 9.7 16.1 3.3 -7.1 1-3 3-5

GDP % 2.6 5.3 2.4 0.6 2.7 3.0

CPI % 4.0 2.1 4.5 1.5 2.9 3.1

Unemployment rate % 4.8 4.3 4.2 5.7 5.7 5.5

Cash Rate % 5¾ 6¼ 7¼ 3 4½ 5

CBA Economists Forecasts

Credit Growth, GDP and CPI  = 12 months to June

Unemployment = June quarter

Cash Rate = June month  

CBA Economists summary of key indicators
Economic 

Summary
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Outlook

Â Global outlook has improved

Â Sustainable economic recovery under way in Australia

ü Increased credit growth

ü Continued funding cost pressure

Â Impairments expected to decline gradually

Â Some global downside risks still exist

Â Group retains conservative financial settings
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Notes
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