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                    Commonwealth Bank has a Customer Advocate to champion fairness for you. 
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                                    The Customer Advocate is here to be a voice for you, our customers — to make sure you’re heard, understood and treated fairly throughout the Commonwealth Bank.

While not independent of the Bank, the Customer Advocate is independent within the Bank, with a focus on:

	Identifying opportunities to improve the Bank’s products, services, systems and processes
	Helping the Bank make better decisions through the use of data, insights and different perspectives



                                    
                                    
                                    
                                

                        
                        


                

            


        

        
            
        


        
    





    
    
    


    
        
    How we help

    
        
            The Customer Advocacy and Vulnerability team supports the Customer Advocate to:

	Be the voice of our customers and communities to make sure they’re heard, understood and treated fairly – particularly those in vulnerable circumstances
	Promote fair customer outcomes across the Bank and proactively identify and fix issues before they become problems
	Guide the Bank in the design of accessible and inclusive products and services
	Ensure the financial safety and wellbeing of customers experiencing domestic and family violence, financial abuse and problem gambling


What we’re focused on

The Customer Advocate and her team are currently committed to:

	Improving the financial wellbeing of Aboriginal and Torres Strait Islander customers and communities
	Developing ways in which the Bank can better support customers who identify as LGBTIQA+, home loan guarantors, and incarcerated customers – among others
	Spending time with community organisations across Australia to understand the issues that are affecting the Bank’s customers, such as floods and bushfires, and finding ways to make improvements to the Bank’s responses
	Delivering specialist care to individuals experiencing domestic and family violence, financial abuse and problem gambling by way of the Next Chapter team
	Helping the Bank find ways to support customers impacted by cost of living pressures
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                How to get help if you have a complaint


            


            

                
                
                    	
                                
                                    
                                    The role of the Customer Advocate does not include reviewing individual complaints at the request of customers.

 

	If you do have a complaint, please contact the Bank’s complaints team. This gives the Bank the chance to investigate the situation and put things right. You can contact the team on 1800 805 605 (8am-6pm, Mon-Fri, Sydney/Melbourne time) or through the Bank’s complaints and compliments form.


	If you’re not happy with the outcome from the complaints team, you can contact the Australian Financial Complaints Authority (AFCA) for an external review. AFCA provides independent financial services complaint resolution that’s free for customers.
	The Bank will take your concerns seriously, work with you to address your complaint quickly and aim to find a resolution that's fair and reasonable. In doing so, you can expect that the Bank will uphold its complaint handling principles each and every time.
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                                    The Customer Advocate, Angela MacMillan, and her team can be contacted by:

Email: customeradvocate@cba.com.au

Mail: Customer Advocate

Commonwealth Bank of Australia

Reply Paid 88915

SYDNEY NSW 2001
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                        Addressing Financial Abuse


                        
                            
What is financial abuse?

Financial abuse happens when money is used as a means to gain power and control over another person. Financial abuse can trap people in an abusive relationship, and may also impact on their ability to stay safe if they decide to leave.

For an overview of financial abuse, and how to recognise the signs, download the summary below:

	Recognise and Recover Guide
	Download the Addressing Financial Abuse Guide summary (PDF)


 

	Download the Financial Abuse summary - Mandarin
	Download the Financial Abuse summary - Arabic


	Download the Financial Abuse summary - Hindi


	Download the Financial Abuse summary- Urdu


	Download the Financial Abuse summary - Bengali


	Download the Financial Abuse summary - Punjabi


	Download the Financial Abuse summary - Vietnamese


	Download the Financial Abuse summary - Dari


	Download the Financial Abuse summary - Tigrinya


	Download the Financial Abuse summary - Swahili


	Download the Financial Abuse summary - Tamil (Sri Lankan)


	Download the Financial Abuse summary - Burmese


	Download the Financial Abuse summary - Somali


	Download the Financial Abuse summary - Assyrian


	Download the Financial Abuse summary - Karenni


	Download the Financial Abuse summary - Persian
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                        Safe & Savvy guide


                        
                            
The Commonwealth Bank launched the Safe and Savvy awareness program to help Australian seniors protect themselves from financial abuse. 

Safe and Savvy is designed to help safeguard Australian seniors and their families from elder abuse, fraud and online scams. It was developed in collaboration and consultation with seniors’ rights advocates, subject matter experts and elder abuse support service organisations.

Download Safe & Savvy guide


                        

                        
                        
                        
                        
                    

                


                
            

        

        
    





    
    
    
	
		 
		
			
				Elder financial abuse in First Nations communities


				
					
Learn more about Elder financial abuse in First Nations communities with Dr. Aunty Lorian Hayes, a proud Bidjerra woman.


					
						Download the transcript
					

					
				

			

		
		
			
				Elder financial abuse in First Nations communities


				
					
				

				
					
						
Learn more about Elder financial abuse in First Nations communities with Dr. Aunty Lorian Hayes, a proud Bidjerra woman.


						
							Download the transcript
						

						
					

				
			

		
		
	



    





    
    
    
	
		 
		
			
				Financial abuse and family violence in First Nations communities


				
					
Learn more about financial abuse and family violence in First Nations communities and where to go for support.


					
						Download the transcript
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Learn more about financial abuse and family violence in First Nations communities and where to go for support.


						
							Download the transcript
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CommBank acknowledges the Traditional Owners of the lands across Australia as the continuing custodians of Country and Culture. We pay our respect to First Nations peoples and their Elders, past and present.

 




                        ©2024 Commonwealth Bank of Australia ABN 48 123 123 124 AFSL and Australian credit licence 234945                   
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