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Book an appointment Change your existing loan online
o
‘ : a I e n d a r I n e n t r Talk to a home lending specialist. The tasks below can be done in netbank in minutes.
What you can book an appointment for Change your loan Change your repayments
* New home loan
* Refinance to CommBank o switeh from variable Change repayment
Booking an appointment for a home loan T
g p p + MNext home loan (existing customers) _ _ _ _
Refix loan (if vour fixed Switch repayment from

+ Fixed rate options (existing customers) _ v :
rate is expiring soon) Interest Only

° You can book an appointment
Role: Product designer
« QOver the phone (existing customers)

. . . Increase/top up your
+ At a convenient location (existing customers) crease/top up you

|oan

°
T I m e : 2 We e kS e T et Link offset to your loan

About your privacy

By continuing you acknowledge that we are collecting your personal information in order to assist with your home loan application. This information will assis
your eligibility for your home loan application. If you are applying as a joint applicant you have permission to provide the person about information about the |
applying with. For more details about how we handle your personal information or how you can access or correct your personal information or contact us witl
our Privacy Policy.



Design brief

Problem

We get hundreds of complaints from customers who
are frustrated they can’t make an appointment for for
in-life needs such as re-fixing their home loan.

This change is about giving existing customers the
self-service options before they try to book an

appointment for which there are not options available.

Approach

Treat the experience as a customer coming to
talk in branch (conversational Ul).

Improve clarity of self service options and
ensure clear copy.

Talk to a Home Lending Specialist

Appointments for new home loans or refinancing

Booking an appointment only takes a few minutes. You can talk with a Home Lending
Specialist:

* |n branch
e At your hame or work
e Over the phone

Make an appointment

We may call to see how we can help, even if you don't complete your booking request

Make changes to an existing loan
You can increase (top up) your home loan
or make other changes such as your

repayment frequency in NetBank.

To change your loan to a different type,
message us.

Go to NetBank

Want to browse?
Check out our easy-to-use tools, market
updates, expert tips and range of home

loans, in your own time.

Explore Home Buying

Close

X



ldeation

Hierarchy & layout

Ensuring that both self and booking an

appointment are clear options

Copy

Accessible, confident and clear language

Booking appointment flow

Banking

Homeloans  Insurance Investing &super  Business Institutional

Home loans / Refinance your home loan

Refinance your home loan

We can help you refinance, whether it's for your existing home loan or if
you're looking to switch from another bank.

Why refinance with CommBank?  Switch tousin 3easysteps  Calculators & guides Book appointment

Save with our low Extra % :;{"w'e‘ et % :::mnson
Home Loan = pa o - PA

offer)

Get a discount for the life of your loan

For new borrowings with a Loan to Value ratio of 70% or less. The rates shown are for Principal and Interest
repayments (Owner Occupied) with current discount margin offer. Product discount margin on Extra Home
Loans may vary from time to time and is determined by CommBank based on campaign offers at time of loan

Close X

Find which option
supports you best

Book an Manage my
appointment exisiting home loan

Book an appointment

Talk to a home lending specialist

What you can book an appointment
for

* New home loan

» Refinance to CommBank

- Top Ups (existing customers)

+ Next home loan (existing
customers

You can book an appointment
« In branch
« Over the phone (existing
customers)
= At a convenient location (existing
customers)

Book an appointment

We may call you to see how we can
help, even if you don't book an
appointment

Questions about your existing Home
loan?

Our digital assistant Ceba can help you
with general Home Loan enquiries
Chat with Ceba

CommBank messaging offers a quick

response wherever you are.

Message us

Talk to a Home Lending Specialist

Appointments for new home loans or refinancing

Close X

Find which option
supports you best

Book an Manage my
appointment exisiting home loan
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Manage my exisiting home
loan

The tasks below can be done online in
minutes

Change loan terms
Refix your fixed rate
Split your loan
Variable to fixed

Top up your loan

Link an offset

Repayment options

Change repayment amount/date/frequenc

Change repayment type

Questions about your existing Home
loan?

Our digital assistant Ceba can help you
with general Home Loan enquiries
Chat with Ceba

CommBank messaging offers a quick
response wherever you are.

Message us

About your privacy

By continuing you acknowledge that
we are collecting your personal
information in order to assist with your
home loan application. This
information will assist us to determine

Booking an appointment only takes a few minutes. You can talk with a Home Lending
Specialist:

« Inbranch
« Atyour home or work
« Over the phone

Make an appointment

We may call to see how we can help, even if you don't complete your booking request

Make changes to an existing loan
You can increase (top up) your home loan
or make other changes such as your

repayment frequency in NetBank.

To change your loan to a different type,

message us.

Go to NetBank

Want to browse?
Check out our easy-to-use tools, market
Updates, expert tips and range of home

loans, in your own time.

Explore Home Buying

New designs

Find which option supports you best
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Booican appointment

Book an appointment
Talk to a home lending specialist.

What you can book an appointment for
« New home loan
* Refinance to CommBank
« Top Ups (existing customers)
+ Next home loan (existing customers)
You can book an appointment
* In branch
« Over the phone (existing customers)
« Ata convenient location (existing custq
« Avideo call

About your privacy

By continuing you acknowledge that we are ¢

Log on for a better experience

Already bank with us?

Log on to book an appointment in branch, at
your home or work, or over the phone.

New customer or don't have a log on?

Your appointment will be in a branch. Well
need your contact details to book a time for
you

e N
Log on to NetBank | I'mnotacustomer |
N /

Find which option
supports you best

Find which option
supports you best
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sting loan online
lone in NetBank in minutes.
Change your repayments.

Change repayment
‘amount/date/frequency

Switch repayment from
Interest Only.

determine your elgibility for your home

" a5 ajoINt appIIcant you nave permission to p ion about the per are

ion. This information will assist us to

ecoe

applying with. For more details about how we handle your personal information or how you can access or correct your personal information o contact us with any feedback

see our Privacy Policy.

Find which option supports you best
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Find which option supports you best
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Book an appintment
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T Previous question

What would you like to talk about?

A new home loan or
selling/buying a
property

o

Find which option supports you best
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Bookan appointment Self serve my exisiting home loan
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Increase (top up) Existing home loan
your home loan
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Guerrilla testing

Recruitment

Voulnteer dog Yammer group
e October 22nd, 9am - 5pm
e 10-15mins guerrilla test
e 10 Participants online
e 10 participants in person

Guerrilla testing

Three prototypes
e Test A: One CTA on Home loan page - Both options on one page
e Test B: Two CTA's on Home loan page - Individual option
 Mobile: One CTA on Home loan page - Individual option
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Guerrilla testing

Summary

Features

Domain/Crew:

Acquire & Decide/ Digi
Leads

Product:

Calendaring

Feature:

'Book an Appointment’
landing page

Overall feedback

Platform

Total # participants: 20
Mobile Desktop:

7 13

Home loan status

Total # participants: 20

Considering a
home loan

Existing home
loan customers

13 4

No home
loan/not
considering

3

For those with a home loan, customers consider multiple

options to top up their home loan.

Majority of users felt comfortable self-serving and would
try booking an appointment with a lender only if they
found it hard to navigate after a certain point online. A
minority of users did not feel confident in themselves
making changes to their existing loan, and therefore
would rather have someone else do that for them.

Users without a home loan would book an appointment
with a lender once they were confident in their decision to

go with Commbank.

The options were well-understood and was clear
that customers could make any of those home
loan changes online.

Option A was the most preferred option overall,
however, the entry point of option B was much
clearer to customers.

Mobile layout was clear. Users liked having the self
serve information text to show them there is
another option available.

The entry point Customers felt that certain terminology we
use could be simpler and more relatable. For instance:

= Top up your loan
= 'Refix your loan' vs 'fix your loan'

In the mobile prototype, the 'Ceba’' and 'message us'
options were not too clear. They were overshadowed by the
'Book an appointment' button above.

It's not very clear on the 'Book an appointment' page that
existing customers can self-serve to 'Top up' or for their
'Next home loan' because the same options are listed under
the 'Book an appointment' section.

A& B Result

Overall the Layout of option A was easy to
understand. Very few users felt the layout was
cluttered, the rest thought it was useful and
clear.

Users like having two entry points of option B as
they felt like it was tailored to their needs.
However once on the screen some users liked
the spacing better and others thought it was too
empty and unclear that you could switch tabs.
Suggestions included adding an information
blurb like the mobile design for booking an
appointment and self service.



Solution

Desktop

Book an appointment page is dived in two with equal weight

e Describes what appointments you can book for

e What type of appointments

e Change your loan for existing customers on the left side has quick links to popular

actions for serving existing home loans

Book an appointment

Talk to a home lending specialist.

What you can book an appointment for
= MNew home loan
* Refinance to CommBank
+ Top Ups (existing customers)
« Next home loan (existing customers)
« Fixed rate options (existing customers)

You can book an appointment
* In branch

« Over the phone (existing customers)
« At a convenient location (existing customers)

Book an appointment

About your privacy

By continuing you acknowledge that we are collecting your personal information in order to assist with your home loan application. This information will assist us to determine
your eligibility for your home loan application. If you are applying as a joint applicant you have permission to provide the person about information about the person you are
applying with. For more details about how we handle your personal information or how you can access or correct your personal information or contact us with any feedback see

our Privacy Policy.

&

Change your existing loan online

The tasks below can be done in netbank in minutes.

Change your loan

Switeh from variable
rate to fixed rate

Refix loan (if your fixed

rate is expiring soon)

Split your loan

Increase/top up your
loan

Link offset to your loan

Change your repayments

Change repayment
amount/date/frequency

Switch repayment from
Interest Only

Mobile & Tablet

Book an appointment page features two tabs.
e Ainformation box informs the user they can self serve their existing home loan
e Further options to message a lender or chat to Ceba

Close X

LLELENLLI LTS Change your loan

Book an appointment

Talk to 2 home lending specialist

o You can change your
loan online
You can self serve your
existing home loan in
minutes without bocking an
appointment.

Go to change your loan

‘What you can book an appointment for

« New home loan

« Refinance to CommBank

+ Top Ups [existing customers)

+ Next home loan (existing customers

= Fixed rate options (existing customers)

You can book an appointment

« In branch

« Over the phone (existing customers)

« At a convenient location (existing
customers)

Book an appointment

Questions about your existing Home
loan?

Our Intelligent digital assistant Ceba
can help you with general Home Loan
enquiries

@ Chat with Ceba

Still want to chat to a person about
your existing home loan?

QJ Message us

About your privacy

By continuing you acknowledge that we are
collecting your personal information in order
to assist with your home loan application.

LI ST s

Close X

Book an appointment e ENTIRTTITINETY
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Change your existing loan
online

The tasks below can be done online in
minutes

Change your loan

Switch from variable rate to fixed rate

Refix loan (if your fixed rate is expiring soon)
Split your loan

Increase/top up your loan

Link an offset to your loan

Change your repayments
Change repayment amount/date/frequency

Switch repayment from Interest Only

Questions about your existing Home
loan?

Our Intelligent digital assistant Ceba
can help you with general Home Loan
enquiries

@ Chat with Ceba

Still want to chat to a person about
your existing home loan?

QJ Message us

About your privacy

By continuing you acknowledge that we are
collecting your persenal infermation in arder
to assist with your home loan application.
This information will assist us to determine
your eligibility for your home loan
application. If you are applying as a joint
applicant you have permission to provide
the person about information about the
person you are applying with. For more
details about how we handle your personal
information or how you can access or
correct your personal information or contact
us with any feedback see our Privacy Policy.



Metrics & result .

Book an appointment

Page views to OMs

Launched with an A/B test on IOS for a week which extended to every instance there after — — T Talk to'a home lending specilist

Default 1559 887 56.9%
e Customer flow which reduced customer drop off and increased the overall page visit to opportunity creation (lead) Challenger 1 | 149 o You can change your
and submit by over 5%. loan online
Start to submit
You can self serve your
e This in turn resulted in an extra 284 opportunities and 153 appointment booked for the month. Starts | Submit | Conversion | Uplift | existing home loan in
Default 887 405 45.66% minutes without booking an
o o . . o . . . o Challenger 1 926 | 425 45.9% | 0.52% | appnintm ent.
e By identifying the problem that customers who have an existing home loan did not interact with the tile to self serve | - G i i i M
their home loan and instead have a poor experience trying to book the wrong appointment for them. o v 0 subrit )
e As we did not have time or funding for usability testing, my proposal to implement cost effective guerrilla testing | W | Submit | Conversion | Uplit Mtk yom et Dol e Sp Imad for
various Commbank employees allowed us to gain insight into customers' experience with the new front page flow. | Defaurt | asso | a0 | 2ssew | ' ;‘T“Dmet'“z” L
ao o5 8 . = mETINanCe 1o LOommoan
chaflenoer? — | TR | e + Top Ups (existing customers)
+ Mext home loan (existing customers
« Fixed rate options (existing customers)
You can book an appointment
Other further changes in calendaring were quality of life for customers: . In branch
« Owver the phone (existing customers)
+ At a convenient location (existing
e A progress bar to inform them how much longer they have in their booking an appointment journey. customers)
o A way for customers to help save if they have less than a 5% deposit by linking home hub to calendaring. Book an appointment

e A video call option for branch appointments.

Questions about your existing Home

All these efforts in calendaring have driven 2,189 incremental home loans, over $1bn in funding and 4.6bps of
market share, in the 22-23 FY.

loan?

Our Intelligent digital assistant Ceba
can help you with general Home Loan
enquiries

@ Chat with Ceba

Still want to chat to a person about
your existing home loan?

[;]] Messane us



Future

A/B test on a conventional hierarchy

Would like to test this version to see if users convert more or stay the same.

I

Book an appointment

Talk to a home lending specialist, in branch, over the phone
or at a convenient location.

What you can book an appointment for
« MNew home loan
« Refinance to CommBank
= Top Ups (existing customers)
» Next home loan (existing customers)
» Fixed rate options (existing customers)

Book an appointment

About your privacy

By continuing you acknowledge that we are collecting your personal information in order to assist with your home loan application. This information will assist us to determine
your eligibility for your home loan application. If you are applying as a joint applicant you have permission to provide the person about information about the persen you are
applying with. For more details about how we handle your persenal information or how you can access or correct your personal information or contact us with any feedback see

our Privacy Policy.

Change your loan in netbank within minutes.

Fix your rate
Increase/top up your loan

Link offset to your loan

Make more changes to your loan and repayments here

Close X

/ Close X

- D

Book an appointment

Talk to a home lending specialist, in
branch, over the phone or at a
convenient location.

What you can book an appointment for

« Mew home loan

« Refinance to CommBank

« Top Ups (existing customers)

« Next home loan (existing customers

« Fixed rate options (existing customers)

Change your loan in netbank
within minutes.

Fix your rate
Increase/top up your loan

Link offset to your loan

Make more changes to your loan
and repayments here

Book an appointment

Questions about your existing Home
loan?

Our Intelligent digital assistant Ceba
can help you with general Home Loan
enquiries

@ Chat with Ceba

Still want to chat to a person about
your existing home loan?

@:J Message us

About your privacy

By continuing you acknowledge that we are
collecting your personal information in order
to assist with your home loan application.
This information will assist us to determine
your eligibility for your home loan
application. If you are applying as a joint
applicant you have permission to provide
the person about information about the
person you are applying with. For more
details about how we handle your personal
information or how you can access or
correct your personal information or contact
us with any feedback see our Privacy Policy.



