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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, 23 September 2004. 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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CommWay focuses on reducing turnaround time

Imbalanced 

production 

capacity

Rework 

and 

errors Redundant 

processes

Turnaround 

time

Turnaround time is the 

"water line" that hides 

the root cause of 

inefficiencies and 

frustrates customers

CommWay provides an

approach to recognising

and reducing these

inefficiencies
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Step 1 TotalStep 2 Step 3 Step 4 Step 5 Step 6

Focus on turnaround time

Example: Wave 1 Project

Value-added time

Non-value-added time

• View the process 

through a “time 

lens”

• Focus on 

reducing non 

value added time

• Typical starting 

point is 1-15%, 

with 30-50% 

being world class 

for most 

processes

Time in minutes

80 
minutes

Typical impact by applying 

CommWay principles

• Service delivery time 

reduced by 50-80%

• Efficiency increased by 15-

35%

Typical impact by applying 

CommWay principles

• Service delivery time 

reduced by 50-80%

• Efficiency increased by 15-

35%
5,016 

minutes

80 
minutes

Typical impact by applying 

CommWay principles

• Service delivery time 

reduced by 50-80%

• Efficiency increased by 15-

35%

Typical impact by applying 

CommWay principles

• Service delivery time 

reduced by 50-80%

• Efficiency increased by 15-

35%
5,016 

minutes

80 
minutes
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CommWay uses a structured 14 week improvement program

 1.Define 2.Measure 3.Analyse 4.Improve 5.ControlPrepare

Timing 

(Weeks)
 3 5.5 5 2

 Purpose

 Establish the 

case for 

improvement

 Agree project 

scope

 Kick off project; 

gather data on 

process and 

determine scope

 Analyse touch 

time, TAKT 

time/FTE balance

 Identify major 

sources of waste

 Set preliminary 

targets

 Begin process 

mapping

 Assess issues and generate 

improvement ideas

 Quantify the current state

 Determine performance baseline

 Detail ‘as is’ and ’to be’ process 

map with resources and activity 

timings

 Complete 5S design and ‘to be’ 

physical layout

 Forecast demand and create 

resource scheduler

 Design visual management 

boards and heat maps and set 

targets

 Create pilot implementation plan

 Create communications plan

 Conduct daily 

heat map 

review sessions

 Pilot and refine 

‘to be’ process

 Review 

resource 

scheduling 

weekly 

 Engage in day 

to day problem 

solving and 

process 

modification

 Document pilot 

outcomes 

against targets

 Revise targets

 Develop rollout 

plan

 Embed 

processes and 

tools to ensure 

sustainability

 Link pilot targets 

to ongoing KPIs

 Simplify and 

embed resource 

management 

and 

performance 

reporting tools

 Assign client 

ownership for 

maintaining 

tools and 

ongoing training

 Deliverables/ tasks 

 Outline project 

scope

 Gain 

agreement of 

parties involved

 Confirm 

resources are 

available

 Train project 

team

1.5
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The CommWay approach has been designed to 

build sustainable improvement capability

-

-

*

A suite of tools tailored 

for use within CBA 

incorporating Lean and 

Six Sigma improvement 

methodologies

Focus on  upskilling our 

people and building in 

house capability

Performance measures 

realigned to focus on 

customer outcomes such 

as turnaround time

Behaviour and cultural 

alignment to embed and 

sustain process 

improvements

CommWay is a common operating system for the Bank based on a toolkit 

comprising Lean and Six Sigma methodologies
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WnB Profile for CommWay

Comments

Fast

 Focus on customer 

turn-around time as the 

key metric

 Focus on customer 

turn-around time as the 

key metric

 Designed for internal 

capability build

 No IT investments

 Right balance of near 

term and strategic 

requirements

 Knowledge transfer is 

inherent in CommWay

 Customer 

focus

 Resulting 

impact

 Capability 

built

 Investment

 Strategic

 Sustainability

Low High

Slow

Low High

Low High

Low High

Low High
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