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COMMBANK DISABILITY ACTION PLAN 

CEO 
INTRODUCTION

Customer focus is our key strategic priority.  

An important part of achieving this priority is 

recognising that we have a diverse customer base, 

and that we need to tailor our products, services 

and channels to meet the needs of different 

groups of customers.

Our customer base mirrors Australia. Given approximately 

one in fi ve Australians has a disability, this means around 

the same proportion of our customers will also have a 

disability. It is therefore very important for us to consider 

the specifi c needs of these customers.

We also know that ongoing customer focus depends 

on attracting and retaining the highest quality people. 

Many high calibre colleagues or potential colleagues 

have a disability. And so we also need to implement 

strategies that will improve workforce participation 

and satisfaction for them.

Our Disability Action Plan is a core part of our overall 

diversity strategy. We have recently refreshed it to 

further support our people and customers who have 

a disability. 

We aim to:

 Ensure accessibility is front-of-mind when developing 

new products and services for our customers and 

the broader community.

 Create awareness of disability within the workplace 

and commit to creating a more inclusive and 

accessible organisation for both customers and 

employees who have a disability.

 Recognise and remove any barriers to the recruitment 

and engagement of skilled and talented people who 

have a disability.

We are proud of the progress we have made over the 

past two years to improve disability access for our 

customers and people, and look forward to achieving 

even more with our new Disability Action Plan

Ian Narev

Chief Executive Offi cer
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1.  ABOUT OUR 
DISABILITY ACTION PLAN

Diversity is an integral part of Commonwealth 

Bank Group’s culture and central to the way we do 

business. We want to ensure that we work hard in 

the way we work in and support our community 

and address the needs of all our customers and 

employees. 

In developing and implementing this Disability Action Plan 

(DAP) we are proactively complying with the Disability 

Discrimination Act 1992 (DDA) and our plan will be lodged 

with the Australian Human Rights Commission (AHRC). 

But this is more than an exercise in compliance. Disability 

support is a core part of our diversity strategy. That is 

because, as one of Australia’s largest employers and 

providers of fi nancial services, we believe we have a 

responsibility to implement strategies that will improve 

workforce participation and fi nancial pathways for people 

with disability. 

Since establishing our fi rst Disability Action Plan (DAP) 

in 2004, the Commonwealth Bank Group has taken a 

planned approach to continually improving access to 

fi nancial services and workforce participation for our 

customers and employees with a disability.

In this plan we continue to focus on our three key strategic 

areas; customer service, employment practices and 

community engagement. We report on our progress in 

achieving our 2010 goals, and outline our 2013-2014 plan, 

setting new goals for our organisation to accomplish over 

the next two years.
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CASE STUDY: 
IMPROVING ATM ACCESSIBILITY 
FOR CUSTOMERS WITH 
DISABILITY 

Knowing that 20 per cent of the community have 

a disability, it is important that we ensure that the 

Commonwealth Bank Group ATM network, the 

largest of any fi nancial institution in Australia, has 

as many accessible ATMs as possible.

Our Refresh project started planning an upgrade for 

the entire ATM fl eet in 2010. Accessibility was a key 

focus area for the project, so it was essential that we 

consult our customers with disabilities and experts in 

the fi eld. 

We invited customers with a wide range of disabilities 

including hearing impairments, vision impairments, total 

blindness, physical disabilities, acquired brain injury 

and intellectual disabilities, to a series of focus groups 

and one-on-one sessions to gather their views and 

experiences using ATMs. We also consulted Occupational 

Therapists and Accessibility specialists from Vision 

Australia during prototype testing and script development 

for audio enabled functionality. 

Gavin Napier, Head of ATMs, said, “Accessibility for 

customers with disability is an important component of 

our Refresh project. We want to make sure everyone 

can access services easily. Having our customers 

involved in the project, meant that we had fi rst-hand 

information on where we could improve and really helped 

us to understand how to better meet the needs of their 

community.”

“For example, working with our customers who are blind 

and vision impaired, we realised that introducing audio-

enabled machines removes the need to memorise steps 

or the position of buttons. They simply plug in headphones 

and audio instructions are initiated to guide them through 

ATM transactions, making the process much more 

user-friendly.”

We’ve updated almost 400 terminals to add the audio 

enabled function over the past two years, and will update 

all of our ATMs around Australia by the end of 2016. 

Visit the CommBank website and use the Locator tool 

to fi nd an accessible ATM near you.
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2.  2010 DAP 
ACTION OUTCOMES 

In our 2010 DAP we outlined a plan that benefi ted 

customers and employees with disability, as 

well as the Group. Over the last two years we 

have improved workforce participation and 

access for customers by increasing awareness of 

disability amongst our employees, improving 

our employment practices, and building networks 

and partnerships to support our goals. We are 

proud to share the following outcomes and 

achievements.

2.1 CUSTOMER SERVICE 

We delivered multiple projects that ensured our premises 

and banking services were more accessible to people with 

disability, and delivered education initiatives to help our 

employees provide exceptional customer services to all our 

customers including people with disability. 

2010 ACTION OUTCOMES – CUSTOMER SERVICE

1 The Group continued to upgrade branch premises to provide access for customers and employees with disability, 

subject to building heritage and existing site constraints.

2 All new offi ce buildings and branches constructed in the last two years are fully accessible for all customers and 

employees, including those with disability.

3 All ATM screens have been upgraded. Improved features include better contrast and larger, clearer fonts. 

Phase two of the project will be completed by the end of 2016, ensuring 100 per cent of terminals are audio enabled.

4 The Group has continued to regularly update ATM information on our CommBank website to assist customers with 

fi nding accessible ATMs.

5 95 percent of the Group’s EFTPOS fl eet now comply with the majority of ABA’s Priority Two voluntary standards on 

electronic banking. This equates to more than 160,000 plus terminals.

6 The ABA’s voluntary standards for electronic banking have been embedded in the Group’s web development 

processes and are being implemented on a project-by-project basis as the site is refreshed. Sections of our 

CommBank website have improved accessibility for people with disabilities.

7 A series of resources have been developed for employees to ensure customer service staff are aware of support 

services for people with disabilities. These resources include fact sheets, guides and training.

8 Reviewed and streamlined processes for providing bank statements to people who are blind or who have low vision. 

Improvements included extending formats to include e-text and developing a new process to incorporate production 

of other documentation such as contracts or terms and conditions.

9 Developed a customer guide providing information on banking products and services available specifi cally to 

customers with disability.

10 Held numerous consultation sessions with customers with disability to obtain input into the design and development 

of new EFTPOS terminals and to feedback on accessibility requirements within the ATM Refresh project.
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2010 ACTION OUTCOMES – EMPLOYMENT PRACTICES

1 Promoted disability awareness and support tools and resources to employees and customers with disability.

2 Reviewed development criteria to improve on-line learning and other training accessibility and implemented 

recommendations for employees with disability.

3 Improved recruitment testing practices and have implemented testing methods endorsed by the UK Equality and 

Human Rights Commission.

4 Developed, implemented and promoted a ‘reasonable adjustments’ guide to provide support for new and existing 

employees with disability.

5 Formed a partnership with Work Focus Australia and the National Disability Recruitment Coordinator to create new 

recruitment opportunities that tap into talent pools within the disability sector.

6 Participated in Northcott Disability Services ‘Transition to Work’ program providing work experience placements to 

job seekers with a disability.

7 Developed and piloted a successful diversity support mentoring program for job seekers with disability. This program 

is now scheduled to run twice yearly in partnership with Australian Network on Disability.

8 Successfully trialled a live captioning service for employees with a hearing impairment to increase accessibility of 

team activities, training and more. This service is now available to all employees who would benefi t from this service.

2.2 EMPLOYMENT PRACTICES 

We raised awareness of disability in the workplace 

and developed recruitment and employment initiatives 

supporting people who have disability and their 

Managers and colleagues.
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2010 ACTION OUTCOMES – COMMUNITY ENGAGEMENT

1 Developed a Diversity Supplier Schedule with Group Procurement to be included when setting up supplier contracts. 

Process to be implemented in 2013 with new large vendors.

2 Developed an Accessibility checklist to encourage people to consider access needs for people with disability when 

booking venues, facilities, travel and accommodation.

3 Formed partnerships with relevant stakeholders and communities to raise awareness and promote the Group’s 

commitment to disability.

4 Established an external disability network to consult and seek advice regarding DAP strategies and disability related 

issues. This included working with the Australian Human Rights Commission and other disability organisations to 

develop our DAP, and access specialist expertise when developing new strategies.

5 Used our Australian Network on Disability membership to deliver disability confi dence training to employees, access 

to resources and networks, and to develop a mentoring program.

2.3 COMMUNITY ENGAGEMENT

We connected with our stakeholders and communities 

through partnerships and networks to provide the highest 

level of service and support for our customers, employees, 

and shareholders.
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Until recently, participating in project or team 

meetings, group discussions or attending 

conferences or seminars was very challenging 

for Andrew Park, who works within the Group’s 

Mortgage Services Team. That was before Andrew 

was introduced to Ai-Live™ captioning.

Andrew has a hearing impairment so he always plans 

work activities to ensure he has access to information 

and is able to communicate clearly with the people he 

is working with. In face-to-face situations, Andrew is 

able to lip-read to complement his low-level of hearing. 

However, until now, participating in teleconferences or 

large meetings has been almost impossible.

“When I was fi rst shown the captioning my jaw dropped 

to the ground in amazement” Andrew says. 

Ai-Live™ works by having the audio from a 

teleconference, meeting, conference or other activity 

relayed via broadband technology to a skilled person 

who “respeaks” the spoken word into software that 

instantaneously translates it into text onto a screen. 

Individuals, like Andrew, can view this text in real-time 

on a personal device such as an iPad or laptop or, 

the text can be streamed to a large screen at 

conferences or other large gatherings where there 

may be multiple users.

Prior to using Ai-Live™ captioning Andrew was very 

hesitant going to meetings or conferences because he 

found it diffi cult to participate and to hear what was 

going on. “I felt I had a lot to say but it was diffi cult to 

follow the proceedings” Andrew said. “My confi dence 

has grown because I am now able to participate without 

being left behind in the discussions.”

Andrew was provided with a personal iPad to access 

the captioning and annual funding to engage captioning 

or interpreter services through the JobAccess scheme. 

This service is fully funded by the Federal Government 

and is an initiative to encourage Australian business to 

employ more people with disability.

CASE STUDY: 
CREATING A MORE INCLUSIVE 
WORKPLACE THROUGH 
AI-LIVE™ CAPTIONING 
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3.  OPPORTUNITIES 
AND ACTIONS

Our actions ensure that we, as an organisation, will 

continue to improve access to fi nancial services 

for our customers and people with disability by 

increasing disability awareness and confi dence and 

improving access to employment opportunities. 

3.1 CUSTOMER SERVICE

Our customers are at the heart of everything we do, so 

naturally we want to ensure our customers with disability 

receive exceptional customer service too. Our disability 

actions related to customer service aim to ensure:

 That our premises are accessible to people with 

disability. We are continually reviewing and upgrading 

access to our premises and all our new buildings are 

designed in compliance with the Australian Building 

Code and Disability Access Standards.
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ACTIONS – CUSTOMER SERVICE TIMELINE MEASURE

Continue to promote resources and information to customer 

service staff to embed awareness of support available for 

customers with disability.

Ongoing Continued implementation 

of tools and resources

Continue to regularly update information on the CommBank 

website so customers can fi nd accessible ATMs.

Ongoing Information available on 

CommBank website is 

current and accessible 

to all customers

Ensure accessibility is considered during any future redevelopment 

of the CommBank website, and when developing new websites, 

using Web Content Accessibility Guidelines (WCAG) and ABA’s 

Voluntary Standards for electronic banking on a project by 

project basis.

Ongoing Accessibility considered 

at design/development 

stage

Ensure all new offi ce buildings and branches are fully accessible 

for all people including those with disability. Continue to upgrade 

accessibility in existing branch premises, subject to building 

heritage and site constraints.

Ongoing Premises comply with 

Australian Building Code

Develop an internal awareness plan to ensure Merchant Solutions 

Management Team are aware of ABA Standards for accessibility of 

electronic banking.

Ongoing Plan developed and 

implemented

ABA Standards considered when designing and/or selecting any 

new EFTPOS terminals for Commonwealth Bank Group’s fl eet.

Ongoing Standards incorporated 

into new designs

Establish an Accessibility Impact Group to develop a 

Group-wide approach to ensure accessibility is considered when 

scoping projects.

Ongoing Group established and a 

Group-wide approach to 

accessibility established

Continue ATM upgrade project installing audio enabled functionality. Ongoing 100% terminals updated 

and audio enabled

Provide ongoing disability awareness training to reception and 

concierge staff.

Ongoing Training developed and 

delivered as required

 That we improve access to information, technology, 

products and services for customers with disability. 

This includes reviewing our communication methods 

to ensure we consider the need to provide information 

and support in accessible formats.

 That we continue to communicate the Group’s 

commitment to provide equity and access for people 

with disability. 

 That we provide employees with resources and 

information to raise their awareness of disability 

and increase their confi dence in providing excellent 

customer service to people with disability.

 That we consider and support the needs of our 

people and our customers who may be using assistive 

technologies to improve disability access.
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ACTIONS – EMPLOYMENT PRACTICES TIMELINE MEASURE

Deliver the Diversity Support Mentoring Program 

for job-seekers with disability.

March and September 

annually 

Programs successfully 

completed

Conduct a disability access audit of recruitment 

practices, tools and technology. 

March 2013 Audit conducted and 

recommendations for 

improvement considered

Develop a strategy to improve access to recruitment 

for people with disability.

June 2013 Strategy developed using 

the results of the disability 

access recruitment audit

Investigate opportunities for allocating a 

percentage of graduate positions to people 

with disability.

June 2013 Opportunities researched 

and recommendations 

made

Investigate opportunities to extend disability 

awareness content within relevant internal 

Group-wide learning modules.

December 2013 Opportunities identifi ed 

and recommendations 

made

Increase awareness of the newly implemented 

Personal Emergency Evacuation Procedure 

(PEEP) for people with disability.

March 2014 Communications 

developed and awareness 

increased

Implement mental health support actions within our 

employee Health & Wellbeing priorities.

As per timeline in the Health 

and Wellbeing action plan

Actions implemented 

and outcomes achieved

Develop a strategy for implementing an affi rmative 

action approach (i.e. guaranteed interview scheme 

for job seekers with disability).

June 2014 Strategy developed

3.2 EMPLOYMENT PRACTICES

As one of Australia’s largest employers and providers of 

fi nancial services, we have a responsibility to implement 

strategies that will improve workforce participation and 

fi nancial pathways for people with disabilities. Our actions 

relating to our employment practices aim to ensure:

 That we review and improve our recruitment and 

on-boarding practices to make access to employment 

at Commonwealth Bank Group easier for people 

with a disability.

 That we work with specialised disability employment 

partners to support the employment of people with a 

disability at Commonwealth Bank Group.

 That we continue to provide opportunities to build job 

readiness skills for job-seekers with a disability through 

mentoring and work experience.
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ACTIONS – COMMUNITY ENGAGEMENT TIMELINE MEASURE

Leverage partnership with Work Focus Australia and the National 

Disability Recruitment Coordinator to support employment and 

recruitment practices.

Ongoing Partnership utilised as 

disability recruitment 

supplier

Assess opportunities to build or strengthen partnerships with 

other organisations when implementing initiatives to support our 

employees with mental health conditions at work.

Ongoing Partnerships identifi ed and 

initiatives implemented

Continue to consult with external disability networks and SMEs to 

support implementation of the DAP.

Ongoing Advice sought as required

Investigate existing community partnership linkages to our DAP. 

Look at disability related links to community sponsorships. 

Ongoing Linkages and new 

opportunities identifi ed

3.3 COMMUNITY ENGAGEMENT

We are grateful for the support we have received from our 

valued disability networks and partnerships, and we will 

continue to work with these people and organisations to 

ensure the work we do remains relevant to the community. 

Our community engagement actions aim to ensure:

 That we continue to build and maintain strong 

relationships with stakeholders and communities to 

support people with disability.

 That we utilise partnerships and networks within the 

disability sector to support and extend the reach of our 

disability strategies.

 That we continue to utilise the specialist skills and 

expertise within our disability partnerships and 

networks to provide accessibility advice when 

developing new products, services or information.
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At the Group’s International Day for People with 

Disability event in 2011 Commissioner for Disability 

Graeme Innes issued a challenge to the attendees; 

to mentor a person with disability. In March 2012, 

we launched our inaugural Diversity Support 

Mentoring pilot program.

“People with disabilities can fi nd it diffi cult to get 

opportunities for exposure to the workforce. If we’re to 

make the most of the talent available to us, we need to be 

creative about how we provide opportunities for people 

to display and grow their capabilities,” said Paul Franklin, 

Head of Payment System Controls.

“I mentored a great young person who faces very different 

challenges from those I’ve faced before, and I’ve learned 

from having to think about those challenges.”

Ten university students with disability were paired 

with mentors who had expressed interest in the 

opportunity. Both mentors and mentees attended 

separate briefi ng sessions to ensure they received the 

most out of the program and then had a series of 4-6 

meetings to set goals and discuss their career and 

personal development.

Gabrielle Wringer, one of the mentees, said she thoroughly 

enjoyed the program and found the support invaluable. 

“My mentor Kerrie was fantastic. She shared her own 

experiences of job seeking with me and helped me to 

understand what it is like to work in a large corporate 

organisation. It helped me build my confi dence and a plan 

of action for fi nding a job.”

When the pilot program wrapped up at the end of June 

many of the participants indicated they had built strong 

friendships that will continue past the formal mentoring 

meetings. 

The program is now being offered twice a year in March 

and September and with the support of Australian 

Network on Disability, Northcott Disability Services and 

Vision Australia we have extended the program to include 

participants outside of university graduates. 

CASE STUDY: 
MENTORING PROGRAM
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4.  CONTACTS 
AND LINKS 

4.1  COMMONWEALTH BANK GROUP

The Group makes every effort to put our customers at the 

centre of everything we do. Your feedback, compliments 

or complaints about our DAP and technology that is 

available to assist people with disability encourages us to 

keep striving to serve you better. 

Website: www.commbank.com.au

General Enquiries: 13 22 21

Customer Relations: 1800 805 605

Online form: https://www1.commbank.com.au/eforms/

yourfeedback/yourfeedback.aspx

National Relay Service TTY/Voice: 

TTY/Voice:133 677 SSR: 1300 555 727

You can also contact us: In person, at your local branch 

Or by writing to: CBA Group Customer Relations, Reply 

Paid 41, Sydney NSW 2001

4.2  AUSTRALIAN HUMAN RIGHTS 

COMMISSION (AHRC) 

The Australian Human Rights Commission was 

established in 1986 by an act of the Federal Parliament. 

It is an independent statutory organisation and reports to 

the Federal Parliament through the Attorney-General. It 

leads the implementation of the Disability Discrimination 

Act 1992. This Act makes disability discrimination unlawful 

and aims to promote equal opportunity and access for 

people with disabilities. The Commission also has major 

responsibilities under the International Convention on the 

Rights of Persons with Disabilities. 

Website: www.humanrights.gov.au 

Telephone: 02 9284 9600

Complaints: 1300 656 419

Facsimile: 02 9284 9611

Email: communications@humanrights.gov.au 

4.3 AUSTRALIAN NETWORK ON DISABILITY 

The Australian Network on Disability (AND) is a not for 

profi t organisation funded by its members to take a 

leadership role in advancing the equitable inclusion of 

people with disabilities in all aspects of business. Our 

highly skilled disability consultants assist our members 

to reap the business benefi ts of employing people with 

disabilities, and welcoming customers with disabilities. 

Telephone: (02) 9261 3922

National: 1300 363 645

Facsimile: (02) 9261 3966

General Email: info@and.org.au

4.4 AUSTRALIAN BANKERS’ ASSOCIATION

The ABA works with its members to provide analysis, 

advice and advocacy and contributes to the development 

of public policy on banking and other fi nancial services. 

The ABA works to ensure the banking system can 

continue to deliver the benefi ts of competition to Australian 

banking customers. 

Website: www.bankers.asn.au 

Telephone: +61 2 8298 0417 

Facsimile: +61 2 8298 0402

To view the standards for providing access to electronic 

banking services for persons with disabilities visit the 

following site: http://www.bankers.asn.au/Industry-

Standards/ABAs-Accessibility-of-Electronic-

Banking-/Internet-Banking-Standard
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TERM DEFINITION

ABA Australian Bankers’ Association

ABA Standards 
The Australian Bankers’ Association’s standards for access to electronic banking services for 

persons with disabilities

Accessibility Providing customers with disabilities equity of access to banking services

AND Australian Network on Disability

AHRC Australian Human Rights Commission

ATM Automatic Teller Machine

AUSLAN Australian Sign Language

CommBank Commonwealth Bank Group

DAP Disability Action Plan

DDA Discrimination Act 1992

EEO Equal Employment Opportunity

EFTPOS Electronic Funds Transfer at Point of Sale

NDS National Disability Services

NetBank The Commonwealth Bank's Internet banking service

SME Subject Matter Experts

PEEP Personal Emergency Evacuation Procedure

The Group Commonwealth Bank of Australia

TTY
Telephone Typewriter – typing attachment that allows the hearing or speech impaired to 

communicate via the telephone

WCAG Web Content Accessibility Guidelines

UK United Kingdom

GLOSSARY
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Commonwealth Bank of Australia 

ACN 123 123 124 

Ground Floor, Tower 1 

201 Sussex Street 

Sydney NSW 2000 

Diversity.Support@cba.com.au 

ABN 48 123 123 124

ADV12681 011212


