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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 UI). 

Improve clarity of self service options and 
ensure clear copy.

Design brief



Booking appointment flow

Ideation

Hierarchy & layout

Ensuring that both self and booking an 
appointment are clear options

Copy

Accessible, confident and clear language



Recruitment

Voulnteer dog Yammer grou�
� October 22nd, 9am - 5p�
� 10-15mins guerrilla tes�
� 10 Participants online�
� 10 participants in person

Guerrilla testing

Three prototype�
� Test A: One CTA on Home loan page -> Both options on one page�
� Test B: Two CTA’s on Home loan page -> Individual optio�
� Mobile: One CTA on Home loan page -> Individual option

Guerrilla testing



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.

Guerrilla testing



Desktop

Book an appointment page is dived in two with equal weight�
� Describes what appointments you can book fo�
� What type of appointment�
� Change your loan for existing customers on the left side has quick links to popular 

actions for serving existing home loans

Mobile & Tablet

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

Solution



Launched with an A/B test on IOS for a week which extended to every instance there after

� Customer flow which reduced customer drop off and increased the overall page visit to opportunity creation (lead) 
and submit by over 5%.�

� This in turn resulted in an extra 284 opportunities and 153 appointment booked for the month�

� By identifying the problem that customers who have an existing home loan did not interact with the tile to self serve 
their home loan and instead have a poor experience trying to book the wrong appointment for them.�

� As we did not have time or funding for usability testing, my proposal to implement cost effective guerrilla testing 
various Commbank employees allowed us to gain insight into customers' experience with the new front page flow. 




Metrics & result

Other further changes in calendaring were quality of life for customers:

� A progress bar to inform them how much longer they have in their booking an appointment journey�

� A way for customers to help save if they have less than a 5% deposit by linking home hub to calendaring�

� A video call option for branch appointments.



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.



Future
A/B test on a conventional hierarchy

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


