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The hidden cost
of domestic and
family violence.
At Commonwealth Bank, our purpose is to improve the financial wellbeing of our customers and
communities. That includes those in vulnerable circumstances.
Domestic and family violence is a pressing and widespread issue in Australia. Around one in four
women and one in 13 men have experienced violence by an intimate partner since the age of 15.1

How to get help:
1

In an emergency, call 000.

2

If you or someone you know is impacted by sexual assault, or domestic or family
violence, call 1800 RESPECT on 1800 737 732 or visit 1800RESPECT.org.au

3

If you need an interpreter or translator, you can use the telephone Translating and
Interpreting Service (TIS National) on 131 450, specify your required language and
ask them to contact 1800 RESPECT on 1800 737 732.

4

The Men’s Referral Service can help you end domestic and family violence.
Call 1300 766 491.

Domestic and family violence has serious long-term impacts for individuals, families and the community.
Preventing and responding to the issue requires coordinated and collective efforts by government,
community and non-profit organisations, and the private sector.
Since 2015, we’ve been committed to supporting initiatives to help people impacted by domestic and
family violence. We have taken action to support customers in crisis, champion equality, promote their
financial independence and advocate for change.
Our commitment has allowed us to deepen our understanding and further strengthen our response
to this issue. It has also made clear the long-term financial impact domestic and family violence has
on victims and survivors.
Financial abuse is a serious form of domestic and family violence, which involves someone using money
as a means to gain power or control over their partner. It is a hidden epidemic affecting thousands of
people in Australia.
At Commonwealth Bank, we believe we can and should make a substantial contribution to efforts
to address financial abuse.

5

Commonwealth Bank customers impacted by financial abuse can submit a confidential
call request to our specialist Community Wellbeing team – bank staff specifically
trained to support Commonwealth Bank customers experiencing domestic and family
violence. Visit commbank.com.au/dv to find out more. Alternatively, customers
experiencing domestic or family violence can call a Community Wellbeing Specialist
on 1800 222 387 between 8am and 6pm, Monday to Friday (Sydney/Melbourne
time, excluding public holidays).

In the past 12 months we have focused on meeting with advocates with lived experience of financial abuse
and domestic and family violence, engaging community organisations and academics, reviewing our current
programs and determining the role we need to play in the years ahead to have a meaningful impact.
I am pleased to share with you our plan to work in partnership to end financial abuse in our community.

Acknowledgement
Matt Comyn
Chief Executive Officer
Commonwealth Bank

This work would not be possible without the contribution of victims, survivors and
advocates who shared their personal experiences of domestic and family violence.
Thank you for your courage and for entrusting us with your personal stories.
Thank you also to our community partners who continue to generously share their
expertise to shape our response to the issue of financial abuse. We recognise the
importance of working alongside these experts to ensure we are filling gaps and
building capability, rather than duplicating efforts.
By launching this program of work, we are building on the tireless work of victimsurvivors, advocates, community and specialist domestic and family violence
organisations, non-profit organisations, governments, and others committed to
preventing and responding to domestic and family violence. We would like to
recognise their work in focusing national attention on the issue of domestic and
family violence.
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About financial abuse:
What is financial abuse?
Financial or economic abuse is a serious form of domestic and family violence
that occurs when someone uses money, resources or access to resources as a
means to gain power or control their partner.
Financial abuse is one of the most powerful ways to keep someone trapped in
an abusive relationship, and may also impact on that person’s ability to stay safe
once they leave the relationship. This behaviour can continue beyond separation,
with long-term impacts on financial wellbeing. 3
Approximately one in four women and one in 13 men have experienced violence
by an intimate partner.4 Research indicates the majority of those seeking support
for domestic and family violence are also affected by financial abuse.5
Financial abuse can be difficult to recognise and identify because it’s often
hidden. Our Recognise and Recover guide can assist our people, customers
and communities to find support when experiencing financial abuse and is
available on our website.

Impacts of financial abuse:
Financial abuse has a significant and long-term impact on financial wellbeing,
including:
• Being left responsible for joint loans following a relationship breakdown
• Poor credit history as a result of taking out a loan for an abusive partner
• Limited opportunity to engage in employment
• Lack of access to funds to cover essential household expenditure
• Homelessness
• The prospect of long-term financial hardship.6
Financial abuse also has a continuing impact on the financial skills,
capabilities and confidence of victims and survivors.7

Examples of financial abuse:
Financial abuse can be difficult to recognise.
The specific methods an abuser uses to exercise
financial control over their partner differ greatly,
but can include instances where a person:
• Controls access to finances such as cash, bank
accounts, benefits or pensions
• Refuses to grant their partner access to
sufficient funds or refuses to allow their
partner to view bills or financial statements
• Requires that a partner’s wages are used to
pay for all household expenses, while spending
their own money only on themselves
• Refuses to contribute financially to their
partner or the family
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• Does things that cost their partner or the
family money, such as coercing or forcing their
partner into taking out loans, debts and/or
credit cards in their name – including business
or taxation debt
• Stops their partner from working or studying,
either by forbidding it or by sabotaging their
work or employment opportunities
• Forces their partner to work in a family
business without being paid
• Hides assets from their partner
• Destroys, damages or steals their
partner’s property.

Next Chapter: Independence for survivors of domestic and financial abuse | 7

Our commitment:
Since 2015, we have developed a clear vision for our
role in addressing financial abuse and supporting
customers impacted by domestic and family violence.
Financial abuse directly impacts on the financial
wellbeing of our customers and the community.
Building on our ongoing efforts to address domestic
and family violence, we are making a long-term
commitment to support people in Australia affected by
financial abuse to achieve financial independence.
In 2020, we launched our Next Chapter strategy to
assist our customers and members of the community
impacted by financial abuse. This strategy involves
action on three key areas of focus.
1. Leading the
industry in
providing care
for vulnerable
customers.

2. Expanding
support for
long-term recovery.

3. Helping to raise
public awareness
and increase
action in response
to the issue.

Supporting customers with
their immediate needs as
well as working to reduce
and prevent people using
our products and services
to commit financial abuse.

Partnering with Good
Shepherd to help survivors
of financial abuse achieve
long-term financial
independence – regardless
of where they bank.

Increasing community and
industry understanding of
financial abuse and building
capability to more effectively
respond to this issue.
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Leading the industry
in providing care for
vulnerable customers.
Our response to financial abuse starts with our customers.
We are increasing the direct support and guidance we provide for
our customers and are committed to providing care and a safe way
of managing their finances to those experiencing financial abuse.
We will support our customers impacted by financial abuse with their immediate needs as well as work
to reduce and prevent people using our products and services to commit financial abuse.
In 2018, we established a specialist Community Wellbeing team to provide banking support to customers impacted
by domestic and family violence and assist customers affected by problem gambling. We are now strengthening
the team, which over time will be expanded to support customers experiencing other vulnerabilities.
Through the work of our specialist Community Wellbeing team, we expect to support 125,000 customers in
vulnerable circumstances over five years.

Highlights:
• Building a specialist Community Wellbeing team to provide customers impacted by domestic and
family violence – as well as customers experiencing other vulnerabilities – with trauma-informed
care and support, including direct financial assistance, safe banking support and referrals to external
experts. Find out how to contact the team via commbank.com.au/dv
• Enacting new controls to flag and end abusive transactions on our app.
• Partnering with WESNET to develop toolkits to assist people experiencing financial abuse facilitated
by technology and with Women’s Health East to develop factsheets supporting women to achieve
financial independence.
• Adopting flexible identification procedures for those impacted by domestic and family violence, based
on the latest AUSTRAC guidance.

Our industry leading response to abuse in
transaction descriptions.
In 2019, we identified that in a three-month period more than 8,000 of our customers
received multiple low-value (under $1) transfers with abusive transaction descriptions.
In response to this issue, we updated our terms and conditions, implementing an
acceptable use policy on the CommBank app to prevent this behaviour in future.
From April 2020, people who use our app and NetBank to abuse, threaten, harass or
intimidate may have their transactions blocked or lose access to electronic banking.
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Expanding support for
long-term recovery.
Research and feedback from people with lived experience makes clear that
those impacted by financial abuse in the context of domestic and family
violence require on-going tailored support during their recovery.
We are partnering with Good Shepherd to deliver the Financial Independence Hub. This is a new
participant-centred program that provides specialist financial coaching and support to assist impacted
people on a path to long-term financial recovery – regardless of where they bank.
Delivered by Good Shepherd and funded by CommBank, the Financial Independence Hub will offer our
customers and members of the community a personalised financial coaching program to help them
navigate the financial landscape and develop a tailored financial roadmap to assist them to achieve their
personal financial goals.

Highlights:
• Establishing a Financial Independence Hub to provide one-on-one financial coaching and tools to
assist participants to develop a roadmap to financial independence.
• Providing access to a range of suitable and affordable financial solutions to support program
participants to implement their financial roadmap where savings or conventional credit is not
available. This may include interest-free loans, provided by Good Shepherd, or assistance to access
other financial support depending on the participant’s circumstances.
• Working closely with program participants over the first 12 months of operation, to ensure the support
provided through the Financial Independence Hub recognises and addresses their needs.
• Scaling the Financial Independence Hub to support 10,000 people over four years.

Find out more about the Financial Independence Hub, or register your
interest in the program, via the Good Shepherd website at goodshep.
org.au/find-a-service/financial-support/financial-independence-hub
Good Shepherd can be contacted via email at fih@goodshep.org.au
or telephone on 1300 050 150.

Designing solutions based
on lived experiences.
In 2019, the Bank committed to develop solutions that would enable
sustainable financial independence for those impacted by financial
abuse. We wanted to design a solution that would assist not only our
customers, but also the wider community.
In partnership with Good Shepherd and advocates impacted by domestic
and family violence, we designed a new concept to improve financial
independence.
We would like to acknowledge the contribution of all advocates who
shared their personal experiences to inform the development of the
Financial Independence Hub. We would also like to thank Domestic
Violence New South Wales (NSW), Women’s Health East, Embolden
South Australia and Ruah Community Services for their support and
collaboration throughout this process.
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Helping to raise public
awareness and increase
action in response to the issue.
Despite its prevalence, financial abuse can be difficult to recognise.
To address this issue, we need to increase community and industry
understanding of financial abuse and build our capability to more
effectively respond.
We will continue to work with experts in the field to develop independent research, fill gaps in our
knowledge of financial abuse and develop effective responses.
Through our partnerships and education campaigns, we will increase community and industry
understanding of financial abuse.

Highlights:
• Commissioning independent academic research into financial abuse through our partnership with the
University of New South Wales (UNSW) Gendered Violence Research Network.
• Working with community experts to develop new approaches to addressing the impacts of financial
abuse, strengthening responses and building capability across sectors.
• Sharing guides and tools with other employers to help them address financial abuse in the workplace.
• Leading public education efforts in partnership with community experts to raise awareness of
financial abuse.
• Conducting independent measurement and evaluation of the Next Chapter strategy to continually
improve interventions and measure our impact.

What have we done to date?
CommBank has taken action to address domestic and family violence
for our employees, our customers and our community.
We have committed to assist those affected by financial abuse in the context of domestic and
family violence to achieve long-term financial independence. And now in 2020 we have extended
this even further.
Below you will find some highlights from 2015 to now.

2015
• Developed a comprehensive strategy outlining our response to domestic and family violence,
which focused on five areas: provide a safe place to work, support customers in crisis, champion
equality, promote the financial independence of women and publicly advocate for change.
• Increased our domestic violence leave provisions to 10 days leave for employees living in a
domestic violence situation and five days leave for those caring for family members who are
experiencing domestic violence.
• Developed an intensive training module with expert advice from the UNSW Gendered Violence
Research Network which has been delivered to over 600 employees, including employees in specialist
areas such as Financial Assistance Solutions and Group Customer Relations to extend the awareness
to customer identification and support.
• Created domestic violence toolkits for employees and managers, which include information
on how to build a personal safety plan, and support and counselling contacts.
• Reviewed our sensitive matters framework to ensure it takes into account domestic violence
and financial abuse.
• Created a Domestic Violence First Response Guide to assist Human Resources
employees to coach and guide leaders to support employees who have disclosed they
are experiencing violence.
• Provided an Employee Assistance Program, now known as MyCoach, with counsellors
available with specialist domestic and family violence training.

Partnering to address financial abuse.

• Participated in the development of the Male Champions of Change Playing our part report
on workplace responses to domestic and family violence.
• Lodged submission as part of the Senate Standing Committee on Economics Inquiry into the
economic security for women in retirement.

We have partnered with leading community organisations and experts to develop and test
new approaches to addressing the impacts of financial abuse, including (but not limited to):
• Domestic Violence NSW

• Our Watch

• Fitted For Work

• Social Ventures Australia

• Financial Counselling Australia
• ICAN

• No to Violence

• Redfern Legal Centre
• Thread Together
• WIRE

We look forward to continuing to work with our partners to address financial abuse.
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2016

2018

• Developed a domestic and family violence video training awareness module, which is available
to all employees.

• Collaborated with UN Women National Committee Australia and other corporate partners to
deliver the Taking the first step: Workplace responses to domestic and family violence report, which
recognises the work that Australian businesses and unions are doing to address the impact of
domestic violence.

• Commissioned Our Watch to review the curriculum of our financial education program for
schools, Start Smart, to ensure it incorporates gender equity principles, with all recommendations
implemented.
• Developed a strategic partnership with the YWCA NSW, focusing on the empowerment
of women and girls, financial literacy and advocacy.
• Participated in the COAG Advisory Panel on Reducing Violence against Women’s
business roundtable.
• Held an ongoing partnership with the Australian National Committee of UN Women, and had
active participants in the UNiTE #orangetheworld campaign.

2017
• Piloted an Emergency Assistance Package to provide immediate, practical support for customers
escaping domestic and family violence, including referral to independent counsellors.
• Partnered with Domestic Violence NSW to develop a booklet for individuals who work
with victims of domestic and family violence to help them identify and provide support for
those experiencing financial abuse. State-based and community language versions of the booklet are
available.
• In partnership with Financial Counselling Australia, provided support to train financial counsellors
across Australia to assist people affected by domestic and family violence.
• Released the Women and Advice Whitepaper A fresh perspective on women’s financial security in
April 2017.
• As part of a senior talent program, formed a collaborative partnership with Domestic Violence
Service Management, including ongoing skilled volunteering.
• Appointed to the NSW Minister’s Domestic and Family Violence Corporate Leadership Group
to advise the NSW Government on opportunities for private sector, community and government
partnerships.
• Launched a Domestic and Family Violence Assistance Program as a pilot in October 2017.
This program was designed to support our customers and their families experiencing domestic or
family violence.

• Launched the Women’s Financial Wellbeing Guide to help women of all ages, life stages and
backgrounds understand the financial issues women can face across their lifetime.
• Convened a Financial Abuse Roundtable with 12 banks, Australian Banking Association and federal
government to determine priorities for collective action.
• Hosted Workplace Responses to Perpetrators Roundtable in May 2018, which brought together
community, government and business leaders to investigate workplace responses to employees who
use violence in a domestic and family violence context.
• Provided a submission to the Senate Standing Committee on Education and Employment
regarding the Fair Work Amendment (Family and Domestic Violence Leave) Bill 2018.

2019
• In consultation with No to Violence, Male Champions of Change, UNSW and Our Watch, commenced
the development of guidance for employers to improve workplace responses to employees
who use violence in a domestic and family violence situation.
• Committed a further $5 million to leading community organisations and experts to support
people affected by financial abuse in the context of domestic and family violence to achieve longterm financial independence.
• Further increased our leave provisions to offer employees experiencing domestic and family
violence as much paid leave as they need to navigate the situation, and continued to provide
up to five days paid leave to employees helping an immediate family member or member of their
household in need.

2020
• Strengthened the capabilities of the specialist Community Wellbeing team, which provides
customers experiencing domestic and family violence or affected by problem gambling with direct
financial assistance and referrals to external support.
• In an industry first, enacted new controls to prevent abuse in transaction descriptions on our
banking apps.
• Partnered with Good Shepherd to design and deliver an innovative Financial Independence Hub to
assist people impacted by financial abuse in the context of domestic and family violence to achieve
long-term financial independence.
• Released the Recognise and Recover guide to assist our people, customers and communities to
identify and find support when experiencing financial abuse.
• Developed a factsheet on the impact of COVID-19 on domestic and family violence.
• Released the Unlikely Partnerships report with CEDA, an independent review of our customer
response to domestic and family violence.
• Partnered with Our Watch to provide employers access to free online resources to help support
employees experiencing domestic and family violence.
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It’s our commitment
to address financial
abuse, because we
can’t afford not to.
Commonwealth Bank customers impacted by financial abuse can submit a
confidential call request to our specialist Community Wellbeing team – who
are bank staff specifically trained to support Commonwealth Bank customers
experiencing domestic and family violence.
Visit commbank.com.au/dv to find out more. Alternatively, customers
experiencing domestic or family violence can call a Community Wellbeing
Specialist on 1800 222 387 between 8am and 6pm, Monday to Friday
(Sydney/Melbourne time, excluding public holidays).
Find out more about the Good Shepherd Financial Independence Hub, or
register your interest in the program, via the Good Shepherd website at
goodshep.org.au/find-a-service/financial-support/financial-independence-hub
Good Shepherd can be contacted via email at fih@goodshep.org.au or telephone
on 1300 050 150.
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