9:41 o all ==

X Home hub
Find & apply My Property
Financial tools All tools
I I Borrowing calculator Repayment calculator Upfront costs calculator
Your borrowing power is Repayments for $784,000 loan Estimated total upfront costs
$784,000 $2,628 monthly $42,648

CommBankjS Home buying Companion Edit your amounts Edit your amounts Edit your amounts

Role: Specialist Experience Designer

@ Get conditional pre-approval %

You've got more than a 5%

2 02 3 deposit saved. Chat to one our
lending specialists

Book appointment

Property tools

Find affordable properties

View CommBank estimated market
price and check affordability based on

your inputs




Discovery

Design brief

Background

Home Hub i1s a home buying companion as part of the CommBank app. Users can apply for a home loan, track
their nome loan application and manage their home loan. We inherited the home hub ‘saver state’ and had an

opportunity to improve the current mvp experience.

Home saver state

The saver state supports customers through all the steps involved in purchasing a property: saving
for a home deposit, understanding their borrowing power, finding the right property, learning about
the process, and chatting to a lending specialist.



Discovery

Design brief

Customer Opportunities

Allow home savers to become confident in the home buying process. They can educate
themselves, understand their financials, find the right property and get ready to speak to
a specilalist to acquire a home loan, all in one place.

Business Opportunities

Provide a truly differentiated, market leading app experience that increases the
conversion of ‘home savers’ to ‘'home seekers’ by getting the right customer to book an

appointment with a lender.



Discovery

Design approach

SOLUTION SPACE

PROBLEM SPACE



Discovery

Current state

Home Savers

b4 Home hub

My hulb by checklist

Contact your home lending speciabist

MO URCAMING S poind meris

Apply for & home loan or
rafinance online today

Toaols

CommBank property estimates

Houge hunt with contidense using our
personalized market estimatas

-l T['

i

Saving for a deposit? @)
Start saving with weaakly

targets. We'll help you get back

on track if you fall behind

Caleulators
=] Barrewing Repay rmaents
*I=] praleulatar caleulator

E

(9

Apply online today

Chogse your jaurney Lo gel started

(zet conditional pre-approval
Found property - apply for home loan

Refinance current loan

Cancel

-
L
= Home hub 4 Home hiukb
.4
My hub My checklist hy hub My checklist
Ali Bartman
a Ali Bartman Your lender specialist 6 Ali Bartman
Yo hoema lendireg spacialisg E % Yaur home kending specialst
Meeting on Jan 22, 2023 Ma upcaming agpointments
Your upcoming appointment
Application status Application status

= Conditionally eligible

You're pri-approved

Let us know when you've fownd

a property!

Ameaant £445,749
Expiras an Apr 30, 2023
Ty

[ Viewletter |
L r

O Conditionally approved
2 Formal approval

3 Funded

Your next step
Decide an a Fized or variabde
laan

rhich ks mght for gwou?

Read & accept privacy notice

P We need your consent to share
wour info with third parties

Resd & accept

Shortlisted properties Wi all

123 Smith 5t. W
Marrickville

= o2 g
Commidank estimate
£804,000

7 Wendle Rd.
- Marrickville

rf &2 o2 &2

i ComimEank eslimaia
SEE7 400

<4

Still want to look for proparties?

Meeting with Ali Bartman
Qo0 - S 30am | Jan 22, 2023
Redfern branch, MSW

v Video conferance

LGN |

Cancal appaintment

= Conditionally eligible
& Pre-approved

'E' Conditionally apperoved

'n You'ra formally approved

You're ready to receive your funds on
sattlemsant day!

Amount approved 500,600

Lesar Teermm A0 years

Your letler is being genaraled

2 Funded

Property for purchase

40 SATTLERS RD, MARRICKVILLE
MSW 2050

Tools

CommBank property
estimates

Howae hunt with
confidence using aur
parsonalised markat
eslimatas

Search for propartias

Save 51,000 off conveyancing
costs with Home=In

Connact sacuraly to @

professionals, from lewyers
to building insoectors

L

Post-
settlement

llll ? -

23

4 Home hub

by hub By chacklist

Congratulations! You'ra a home ownerl

Loan amount S500.600

Loan term 30 years

hanege my loan

Manage your repayments

Change the amount, frequency and date

Choose your repayment accouwnt

Change the account

Pay less interest on your variable rate
home loan

Link affest accounis

Property for purchase

40 SATTLERS RD, MARRICKVILLE
NSW 2060

Taals

CommBank property

estimates %
Haouse hunt with .{a
canfdence wsing our f .
parsonalisad markat

astimates

Search for proparties



Discovery

Co-Design workshop

Running a stakeholder workshop to uncover opportunities




Discovery

Journey Map

Mapping out the first home buyer experience

Working together as a team to build out the experience

Customer Journey | Current state Home Hub

Forsons Sosnans
s Saver e Seeker Purchaser Owner
i
Cabcalaii reva maich Lindsreang ma Undlereiangineg e R eawinae BEAIE PETHY R RECaNS T Saawch for my o R abwm formmnal Finades wsn eroan & Chede hosie Propans for ‘B nectitied of
Tirskireg - el - sl B - Miniing -
R
ome Saver Segment
Accracding 5 1ot piedy it can i 1] WO 5 LBl .
P [——— e i e s
== ESrrer —, - Dilng
- .-
e —- |

[ -

i L = i i m— —

e,y e ==

o g ey W




Discovery

Journey Map

Saving for a home

Stage

“How much can | afford to “Now that I'm seeing properties,

“It's time to meet with a lender/

borrow?”
“Where do | start? There is so “What kind of properties & Fm wondering about the broker. | want to better .
Thinking much to know.” . ”ﬂ"mmm;“ i ipel 1 locations can | afford?” deposit and what other costs | understand the process and | need pre-approval Thinking
i information do | trust?® need to save for. Stamp duty?™ money”
Home Saver Segment
According to a recent study it can 0 years to save a 2
Researching
D'ﬂ'lnﬂ' Procrastinating Excitoment: The gt e o Doi
Saving riing s mithating i o e puschas ng
By meach Hhs Baigpel. Pricka: Makirgg progeess and sming ralkeniones: and

Dhenpair; ‘Cheming a home:
T 0 ura] Lanabe Mo
el | v

ConcorTe st
Piruaraes and the Tuluse can
‘croahe Firees and oreety,
ity v ilaflirygg wilh

Feeling

W Engial, Oparations & Techeology |

ey Feeling

u“i:
ne



Discovery

Journey Map

External
CommBank
2
£
a
£
3]
3
=
Home Hub

e Calculate how much Understand the Understanding the Reach savings Apply for a home
you need to save property market buying process milestone loan application
NHFIC
Domain property search
Gov calcs
WOM REA property search .
Competitors calcs
Google .. . Other... property search ) :
- , Competitive websites Competitor websites
Competitive websites Open homes
. e Chat GPT Google
Social Media (i.e. Fin-tok) Real estate agents WOM
Chat GPT Print media
RP data Chat CPT
Social Media (i.e. Fin-tok)
Lender
Branch
Calculators . \
Calculators Calculators Apply online _
Commbank.com.au Commbank.com.au Apply online (Book an ,
Lender Lender Chat )
Ceba Ceba appointment)
Inbound calls Property search Lender Commbank.com.au
Products & services
Rates panel
_ Calculator entry points Calendaring
Calculator entry points Property search entry point Calendarin Appl
Checklists Calendaring gl i d PPy
Chat Property shortlist Chat Chat
Checklists Lender panel




Discovery

Journey Map

Metrics

KPIs

Pain points

Opportunities

Checklists

Savers: Views [ interactions
Repeat usage

Converslon to appointment
Conversion to apply onling

Guides/articles

Views

Conversion 1o appointment
Conversion to apply online

Search terms
Ceba conversations
Agent chat / web chat

Get more customers into home
hub
Increase engagement with
relevant articles

Lack of confidence if rent-vesting or
buying is right
Deposit required is so large
Meed to sacrifice lifestyla

Entry points
Round up tools
Money management tools (Bucketing)
Integration with money management tools
Uplifting articles for early savers
Videos on the home buying process

Start saving

Calculato: o

Savers: Hh entry point taps
Views [ interactions

Repeat usage

Conversion 1o appointment
Conversion to apply onling

Appointments o
Rejection rate (not enough savings)

Inbound call 132224
Ceba conversations
Agent chat [ web chat

Increase repeat usage of calcs
from Home Hub
Increase conversion to lead
from calcs

Customers enter the same information
repeatedly
Mot clear which calculator 1s needed and
what each are for
Lack of awarenass of the costs involved in
purchasing, lack of understanding of
stamp duty options
Dont know difference between purchase
power and borrowing amount
After appointment rejection, | have
nowhere to go

Calculation results stored to create a
summary/profile [incentivise
completeting?)

Leverage the checklist in a module
Integrate bank channel to our home hub
[savings account)

Link customers to Own Home (X15) if they

get rejected [/ dont have 20% deposit...

Calculate how much
you need to save

Property search

Savers: Interactions

Repeat usage

Conversion to appointment
Conversion to apply online

Market estimate views

Property page views & interactions

Property Shortlist

% of HH SAVERS using
Repeat usage

Conversion to appointment
Conversion to apply online

Distribution of # of favourit o

Increase repeat usage of
Property Search
Increase conversion to lead

from prop search

Finding it difficult to know what a property
is worth (inflated market)
Lack of confidence in finding the right
property
Difficulty understanding what they can
afford
Finding it difficult to buy at the right here
What to look for in a property

Curate properties based on customers
borrowing amount [from calcs)
Help customers understand the suburbs
they can afford
Surface property valuations

Understand the
property market

43% said they struggle receving reliable
advice about home loans

61% feel confident about navigating the
home buying process

81% feel like | need someone to guide me
through buying a home

85% Think that buying a home is complex
and full of challenges

Upfront costs calculators Saver: Views/
interactions

Conversion to appointment

Conversion to apply onling

Property search calculators

Complexity of the process - property can
be complicated with lots of steps

Articles/education/checklists for early
SAVErs

Surface small articles or videos for home
buying

Understanding the
buying process

Calendaring 0

Conversion

Lack of clarity on next steps.

Celebrate with the user
When the deposit reaches 5%
nudge the customer to book an
appointment

Reach savings
milestone

« 2/3 people ca
appointment

Get more customers to book
appointment
Get more customers to apply

Lack of knowledge of the application

Casual/part time amploymeant
requirements could not be clear.

...Appointment booking?
Scenarios that may fit users i.e
casual employment

Apply for a home
loan application



Discovery

Take away

Summary

We understand that buying a property is difficult (the process, choosing
the right property & costs involved). We will educate users via
calculators, checklists, curate properties based on their intentions, make
the costs easy to understand, and notify customers when they are
ready to see a lender. This will allow the customer to apply for pre-
approval with confidence.

How might we?

 Make the buying process easy to understand?
e Help the customer find the right property?
e Help the customer understand the costs involved?

Home buying calculators

Pain points

Customers enter the same
information repeatedly

MNot clear which calculator is
needed and what each are for

Lack of awareness of the
costs involved in purchasing,
lack of understanding of
stamp duty options

Don’t know the difference
between purchase power and
borrowing amount

After appointment rejection, |
have nowhere to go

Property search

Pain points

Find it difficult to know what a
property is worth (inflated
market)

Lack of confidence in finding
the right property

Difficulty understanding what
they can afford

Find it difficult to buy at the
right time

What to look for in a property

Opportunities

Calculation results stored to
create a summary/profile
(incentivise completeting?)

Leverage the checklist in a
module

Integrate bank channel to our
home hub (savings account)

Link customers to Own Home
(X15) if they get rejected /
dont have 20% deposit

Feedback widget on calcs for
authenticated customers

Opportunities

 Curate properties based on

customers borrowing amount
(from calculators)

» Help customers understand

the suburbs they can afford

« Surface property valuations



User selects the: home hub CTA and

Discovery

Early concepts

Concept A: Personalised onboarding experience

are greetad with an onboarding
ETaan,

= Heana buying hub

Walcomae to Homa Hubl

VEE N N 10 NED 0L TRIELDN AT TS
(o (il S0Pl D] ool

= i o D N g B R

= Bpaad 1o o apes by vy jrra

+ Towch mpfecnren ol 3a Prish

Set up Home Hub

Alternative screan

£~ Mg buying hub

Walcoma to Home Hub!

ca Ll L e R R TR SR
of the: hama ouving preca

Lrwberslnidl Nudd fna® jeiins e Bl bear

4. e per Sepow]

3
q
=

&

RN PGSBS I LT PADE TRAgE
e i L dpecail iy T

Track sppicancs frem riar oo Smah
W P il Wl B L S TR

Sot up Home Hub

= Hiarss buyirsg hub
s - Mrgyeege qummisa s

Where are you in the home
buying processT

| Py wwvmyy b by

| | ey 0 v lrmrem

| 1 s i s

i user selects calculate they are taken
3 the CBA calculator within B

<= oo buying huls

w . Fregses guesiien

Your borrowing power

R A e o B et el (B LA A R
i o b by calculafior s me ol e e e

| Re-cak uimis
55 05 O
Lprrerd rasts

oot
Linkrosn

Rap2araarth
B el

He-nah clale

Hewmrything i cormect: bt reext Yo can afeaays
i Pam B @ Loy Jale

Is this too much
of a hard stop?

[(ses wrsr hawe
tha savings
aceaunl goal
savaritrackar?

Mo

If user has & CBA goal savertracker,
Pre fillad data. User can edit

&= Hzrvs buyireg hub
s Mrewesas granisas

Your current deposit

e bl Sl BETHTRAT

Peaparty typs
Farsill iy ool 1 Wl oF i
Carreti depast

§I0,000 —
Cowpme | Larged

SR30,000 -
FLEEE o R A ] T
- MTs “I
Swvirgn

Bt

AR e BT 0] i S—

Entar your daposit amaunt

In Future if the user creates a goal
savar it will ceerride current deposit
and deposit goal

<= Hoifia Eadring hib

5= Hiarwen iy huls

u- Preveegs guewboe
#dd other depaosit sources

Cawsa 8 L dhingri e
B30 050

Crand hircs
f g Dl Sy il Ak
EE,

<« Hofmi buying kil

*o Meraiman gaendion
Your current deposit
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Mexi

= Frevioss gurptien

Edit your deposit
Caiveatl chnmaair
1680 .
pmei | gl
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dSer't mowpe |
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Trma pam wal yimr deprndl gl ke
oot wheEn wee: heip

WP state, in future will dasign layout
with opan banking.

<= Huma Buying b |
o - logrmnan. grae Fpor

Belel pthor sources
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S
1530

bk d gl daw
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Corypim

Brmesa - 1550

Dihes soarces

| R L —
Tty 5119000

Mext

Alternative screen

= Hisite Diliyieeg hib

& Prewiogs qeentiss
Edit your deposit

Eairev degeeidt
600

[l gl
| Bt
F150 030

Tailored property search

<= Hom Burying bub

o - Mgy e e

Tiedl us what areas your arm
interasted in

Lo wee szmm

e R il o O e

<= Hismi Barging M

Mext

<+ Prardea o rpassten

Tell us what areas your are
interested in

L= b~

Q0 ol dadmaty 0 SRR L

" Crorwiin |
e ] Eord |

| i Eniny

<= Home Barping hub

Congratulations! Your
hame hub has been w8t up.

R o P s L nir s man gy pu e, s
e R B propEs ly et e e
Ecaae T Uege Thee Can Biisd o8 chargsa

Start home bl

User snapshot that helps tador
content

«- Homa barying hub

Ny haibe My chacklist

Fouir inape

CirTent dasest TIwE
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Il b e Tl Peissen Lo s
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Discovery

Early concepts

Concept A iteration 2: Light onboarding experience

- Home buying hub <- Home buying hub =- Home buying hub <- Home buying hub <- Home buying hub <- Home buying hub
<= Pravious quastion <= Previous question <= Pravious question My hub My checklist
Welcome to Home Hub! Where are you in the home Do you have an existing Your property Congratulations! Your
ing process? roperty” .
wi buying process? property? home hub has been set u Vour napshok
&'re e to help you through every step .
Q) Search your address
of tha harme buying process.
= i t u Robert Smith
Add an existing property 11 Pip Street Marrickville W DR e TIRIVE yOur DTTivang powwer, we
' saving for & d t haes craate a property search for your Curremd depasil: Kxsx
saing for a deposi hawve additional property property renga. This can slweys be changed BOrrowing ponwer: XX
| dar't hawee an eosting progerty nwierested Areas; XN

amn ready to purchase my first home Laaking far: my first hame to liva in

For & property worth: $1,800,000

want to refirance

Make changes
wwant to invest In propesty
P Tools
= Lndestand how yau can buy & hame arn selling my existing praperty
Wark out your borrawing capacity
s EFEB‘R 1o a3 spaciahst any tima, Hﬂ’l’l‘ﬂ“'l‘ln F
R Re-calculate
» Track application from start to finish $1' 200.000
Upfront costs -
Caleiilata
Lnkmoesn
Repayments
Re-calculate
. ; . £6, 744
Set up Home Hub

MNext Start home hub

Properties within your price range

Housa hunt with confidence wsing our

personalised market estimates

- Bagnel an address




Discovery

Early concepts

Concept B:
Calculators and property search

CommBank has 3 first home buying calculators, Borrowing power,
repayment and upfront costs. We could link the calculators to
property search. If the a customer used the borrowing calculator we
could surface properties in that price range and allow a ‘window
shopping experience’ on home hub.

Concepts started with low fidelity explorations on feasibility, viability
and desirability. Presenting back to stakeholders and other designers
for feedback.

Measuring the success; key results

Calculators

e Calculator usage from home hub
e Tag ‘calculate’ CTA

 Repeat usage

Property search
o Click through of short listed properties
« Time spent in property search/repeat usage

Your key calculations

Your key calculations

Borrowing Repayments Stamp duty

Your borrowing power is

$800,000

ad: 13/10/22

| Go to calculator
\"\-.\.

Borrowing Repayments

Your borrowing power is

$§Q0,000

sted: 13/10/22

o to calculator

Stamp duty

Savings amount of: $200,000 I’?
From these calculations above + your 20%

deposit you can purchase a property
roughly up to

$950,000

pdated: 1310/22

Properties based on your calculated inputs

2/21 Little Riley v, &
Street, Surry Hills

=2 51 &1 Unit
CommBank Estimate E
$1,622,000

2/21 Little Riley )

Street, Surry Hills

g ] =1 1 Unit -IE-
CommBank Estimate
£1,622 000

2/21 Little Riley )
Street, Surry Hills

:;:,2 — 1 = 1 Unit

CommBank Estimate m
$1,622,000

| yraDerty saarch?

Ck Search for properties

Savings amount

$200,000

Deposit percentage

20%

From these calculations above you can
purchase a property roughly up to

$950,000

ast updated: 13M10/22

Properties based on your calculated inputs

2/21 Little Riley
Street, Surry Hills

&2 P51 &1 ) Unit

CommBank Estimate
£1.622,000

2/21 Little Riley
Street, Surry Hills

&2 51 &1/ Unit

CommBank Estimate
$1,622,000

2/21 Little Riley
Street, Surry Hills

e d P51 &1 ) Unit

CommBank Estimate
$1,622,000

3

3

3




Discovery

Calculator + property search exploration

Incomplete

<- Home buying hub

My hub My checklist

Your snapshot

Robaert Smith

Currant degposit: e

Borrowing power KxEx

Interasted ansas: xoo

Looking for: my first home to live in

C a ptu ri n g ca Ic u Iatio n S For a property worth: $1,800,000

Make changes

Wireframe to map out

Understand the home buying process

the saving a calculation e
experience.

Tailor home hub for you

Your home buying position

Borrowing powier

Estimate how much you may b
able to borrow for a home loan,

Calculate

Repaymeants

Work out how much your home Calculate
kgan repayments might be, I

Upfront costs

Sen the extra costs imvohaed Calculate |

with buying a property

We can tailor your property search

Tools

Borrowing calculator

& commbank.com.au

How much can I borrow?

Borrowi Repayment Stamp duty
calculator calculator calculator
About us ncome Expenses

This loan is for

There's two of us N

NMumber of dependants

1 » children (under 18)
0 " adults (18 and over)

We're looking for

a home to live in W

Mext

You may be able to borrow
up to

$633,800 »

$633,800

Completed

<- Home buying hub

My hub My checklist

Your snapshot

Robert Smith

Current deposit: xoo

Borrowing power: Kaxx

Interasted ansas: Xuxx

Looking for: my first home to live in
For a property worth: $1,800,000

Make changes

Understand the home buying process

A simple guide for navigating the home
buying journay

Tailor home hub for you

Your home buying position
Borrowing power
$633,800 T

Repayments

Yiork out how much vaur hame Calculate
loan repayments might be,

Upfront costs

See the extra costs imalved | Calculate |

weith buing a property

Wile can tailor your property search

Tools




Discovery

Calculator + property search exploration

B T

Refined the information hierarchy R— T

Understand the home buying process

My hub My checklist

1 . E d u C a t i 0 n A simple guide for navigating the home O

buying journey

Contact your homa lending specialist Ed u catiﬂn

2 . F 1N a N C | a | p 0 S |t| '0 N Calculators Checklists on buying a property

Mo upooming appointmeants

Your home buying position

3. Finding property ecfoiiucrera B ST

Calculators $633,800

4 . S pea ki N g to a |e N d er b Inform customers of their S

CommBank property estimates financial po sition Work out how much your home

Calculate

Calculate

| & h loan repaymeants might be
'.'.':I ':' |-| '\.'I|' ' """"*'._.'.' .:': T | '_-:--l:

Upfront costs

RN

s thie extra costs involved Caleculate
with buning & propserty

| . ‘ r Ve can tailor your property search

r"..- -
L 0\ Search properties |
A
Saving for a deposit?
Start saving with wweskly targets usng
. . tracke:
Saving for a deposit? EE“ SRS
E...l.l SdVINg ¥ 1 WEBEK Y
targets. Wea'll help you get back
1t I you fall enma Tools

Calculators O

- Borronarning O Repayments .
LE n:nlr:ulatu::'] = E-illFI:.JTEI!E-r _i: Fruperty Search
Help customers find the right
property for them

Properties within your price range

Hause hunt with confidence usng our
personalisad market estimates

- Search an address

Chat to a lending specialist

Home savers are not ready to book an

Your lending specialist

Chat to one of our friendly lending specialists

appointment until they are financially ready o)




Discovery
Calculator +

property search
exploration

Demonstrating the
different states

Home hub page changes
when the user interacts
with property search or
the calculators.

Enter home
hub

No interaction with home
hub. (default screen)

Calculate your borrowing power

Borrowing Repayments Stamp duty

Estimate how much you can borrow
based on your financial situation

(30 to calculator

Tools

CommBank market estimates

"y
%,

| Q_ search properties |
M

__.-'

Saving for a deposit?

g

Start saving with w
We'll help yc

Calculators

Splitting +[-] Refinance
aI=l calculator == calculator

—

User has used property
search

Calculate your borrowing power

Borrowing Repayments Stamp duty

Estimate how much you can borrow
based on your financial situation

o to calculator

Properties based on your recent searches

A 2/21 Little Riley W

Street, Gerroa

=3 =1 &1 | Unit
CommBank Estimate
S800,000

T— 8 Rachel Street,
y Gerrigong

IL-JE =2 &2 | Unit

CommBank Estimate
52800000

B 14 Maley Street,

Bulli

N o 3 P2 =2 | Unit
CommBank Estimate

54,600,000

'11 Search for properties

—

User has used calculator

Calculate your borrowing power

Borrowing Repayments Stamp duty

Your borrowing power is

$784,400

ted: 1310/22

o to calculator

Properties based on your estimated
borrowing power

Karta street,
Brokesville

-
[ ¥ y
I
! T == Liruit
.'l i or CommEBank Estimate
1

$1,000,000

80 Chalmers Street,
Surry Hills
s 3 2 52 Unit
CommBank Estimate

' $1,300,000

7 Smith Parade,
Centennial park

A4 A
&3 =i & Unit

CommBank Eshimale
$1,500,000

Q Search for properties

User has favourited a

% property and used

borrowing calculator

Calculate your borrowing power

Borrowing Repayments Stamp duty

Your borrowing power is

$784,400

131022

o to calculator

Properties based on your estimated
borrowing power

Favourited properties

2121 Little Riley
My Street, Surry Hills

AEF gy
=2 =1 &1 Unit
- CommBank Estimata
ﬂ $1,822,000
Properties based on your estimated
borrowing power

80 Chalmers Street,
Surry Hills

= 3 P2 &2 | Unit

—

CommeBank Estimate
k) 52,100,000

7 Smith Parade,

Centennial park
== 3 =2 =02 | Unit

CommBank Estimale




Develop

Focusing in on our calculators

Value proposition of the calculators

o Understand borrowing power
e Demonstrates how much you need to be able to apply for a loan (such as deposit,

other upfront costs or if you need lenders mortgage insurance (LMl)
o Understand how much of their salary is remaining after loan repayment to see if

they can sustain their life style
e Displays our interest rates

How might we help the customer use our separated calculator tools on the CommBank
website, and allow them to save results back to a place in the home hub to understand,

edit and optimise their financial position prior to application?




Develop

Focusing in on our calculators

Challenges and constraints

e Constantly changing interest rates: the saved calculators in home hub do not automatically update
based on a new interest rate change (technical)

e The user has to fill out borrowing calculator inputs again in application process when applying for a
home loan (Broader opportunity to streamline that)

e Calculator inputs do not flow to another calculator

e Borrowing power gives the user repayment calculations. Could be confusion between the borrowing
and repayment calculator.



Develop

Calculator ideation

Criteria of success
e Saves the users results in Home hub
o Gives guidance/education on importance of calculators
e An optional experience (no blockers)
o Give users access to apply online or chat with lender if they have the the right
deposit amount
o If users are not ready to apply, encourage them to continue saving
o Understand where to find the calculators
 Engaging & transparent



Iteration 3

Iteration 4
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Develop

Calculator tab variant

Assessment

e Fits most of the criteria of success

e Not scalable for different states of home hub

e Nudge concept still needed work around

hierarchy and CTA positioning

Nudge concept

Borrowing Repayments Stamp duty

Estimated total upfront costs

$42,648

Last updated: 13/10/22

Savings remaining: $77,352
Property value: $1,000,000
I/’ b

. (o to calculator |

o J

View more calculation details

Based on this, you have enough
savings for a 35% deposit.

See calculation details

( Apply for loan >

Incomplete

Borrowing Repayments Stamp duty

Estimate how much you can borrow
based on your financial situation

ff-
. Go to calculator /

\

We'll store your calculations here for easy reference

Borrowing Repayments Stamp duty

Estimate your repayments
based on your loan settings

—

/’ Go to calculator )
\. J

We'll store your calculations here for easy reference

Borrowing Repayments Stamp duty

Estimate how much stamp duty and
upfront costs will be for a property

ﬁ“‘a\
. Go to calculator |

o

Completed

Borrowing Repayments Stamp duty

Your borrowing power is

$800,000

Income: $85,000
Expenses: $5,000

|  Go to calculator |

.

Last updated: 13/10/22

Borrowing Repayments Stamp duty

Your repayment for loan $800,000

$2,700 Monthly

P
| Go to calculator )
g

Last updated: 13/10/22

Borrowing Repayments Stamp duty

Estimated total upfront costs

$42,648

Savings remaining: $77,352
Property value: $1,000,000

I I I I S I I G I I I I DI S DI DI I S S I A I S I DI I I S S S I G I I I I I I DI SIS I S I G I I I I I I S D A+




Develop

Calculator carousel variant

Assessment

e Meets the criteria of success

e Scalable for different states and if we create
more calculators

e Component framework, a smaller tile for
different Home hub states

e Nudge comes in below

The Nudge

e Getting the user to the next step of applying for
a home loan

e Appears if the user has completed the stamp
duty calculator and has at least a 5% deposit

S

Borrowing calculator

Estimate how much you can
borrow based on your
financial situation

Calculate

Smaller component

Repayment calculator

Estimate your repayments
based on your loan settings

Calculate

lis

=

Repayment calculator Upfront costs calculator
Estimate your repayments Estimate how much stamp
based on your loan settings duty and upfront costs will be

Calculate

for a property

Calculate

@ Get conditional pre-approval

You've got more than a 5%
deposit saved. Chat to one our
lending specialist

Book appointment



Develop

Calculator carousel variant across the different states

- T i Ty
Home Savers Seekers & Purchasers
. A . .
9:41 all = =l 941 ll = . 9:41 Sl = .
X Home hub X Home hub % Home hub
Find & Apply My property Search & apply My property Search & apply My property

How to purchase a property

View your checklist Q
Learn how to save for a deposit — You're Cﬂnditml‘la“y pre_apprnue'd for You're fﬂrma”}r pre_app.rﬂued for
and purchase a property with
confidence 511‘!!1 $IIHK
Expires xx Feb 2023 View letter Expires xx Feb 2023
Calculators View all
Next up Next up
- |:| O Loan details O Settlement
Read & sign loan documents Settl hadl E
Borrowing calculator Repaym ettlement scheduled for xx Feb
9 pay 2023
Estimate how much you can Estimate
borrow based on your based on Go to task
financial situation rd Ly
Track application
Calculate Calculate
Financial tools
Financial tools
Tools Repayment calculator Upfroi
Estimate your repayments Estima Repayment calculator Upfroi
based on your loan settings duty ar For a $784.000 loan Estima
Find affordable properties for a pi
View CommBank estimated market $2'623 monthly $42l
price_and check affordability based on Calculate Caleuls Subject to change Subject
your inputs . .
Edit your amounts Edit yo
Property for purchase
Property for purchase

CommBank’s astimated market price

s $B880,000




Develop

Property search entry point

Using a component framework across different states

Uplift to help demonstrate the value proposition of
CBA's property search: CommBank market
estimate & affordability checking

Find affordable properties Find affordable properties

View CommBank estimated market View CommBank estimated Q
price and check affordability based on market price and check
your Inputs affordability based on your inputs

Powered by Domain

CommBank’s estimated market price

/s $721,000

Powered by Dormain

b4 & commbank.com.au
Search Favourites Search
bl
4T properties
p— - i"
" .
1

AR

3 Rlchards Avenue, Surry Hills NSW 2010

=

=4 B2 2 & 1 Houss

CommBank estimate
S804,000

19 Ele Road, Surry Hills NSW 2010

=4 = 2658 1 Houss

CommBank estimate
5812 000

» & commbank.com.au

. Proparty search Talk to us

Affordability Details

CommBank's estimated market price

/ $1,198,000

Suburb median price

$1,151,000 for 2 bedroom house in Surry Hills in
the last & months

d recent sales

Last sold {D

$725,000 nov 2002 Auction

Find out how affordable this
property could be

Estimated property price

% 894,000

Search results Property page Calculators

Last sold (7)
$725,000 Nov 2002 Auction

Find out how affordable this
property could be

Estimated property price

$ 894,000

Savings for a deposit

& 600,000

Total annual income

$600,000 Edit

Calculate

FREFAYMERNTES

53.,959' Par month

Principal and interest repayments
3.79% poa. Extra Home Loan 30% daposit

Comparison rate* 3.8% p.a.

Marnthly income [after tax)

$4,959 Estimated repaymeants
@ -53,959 Remaining



Develop

Usability testing

Testing the saver state

e Location: Remote via Microsoft Teams

o Approach: 1:1 Usability Testing Sessions
Participant profile (6):

e Mix of CommBank and OFI customers

« Home buying customers - Saver and
Seeker stage

e Mix of First Home Buyer and Subsequent
Home Buyers

$764,000

h-..ﬂq..-pl s DT = T

54,628 rown

B G el 51 P
e

g —

$42,648

What's going on now? Has
anything changed?

Talk me through the
information on the
"Appointment confirmed” tile

[Prompt if needed] What does
the address mean?

|[Prompt if needed] Why is
there a picture of someone?

How might you find out more
information about who this
person is?

DISCOVERABILITY

User will notice the
booked appointment tile

COMPREHENSION

User understands that
Avalon Beach Branch is
the location of their
meeting.

COMPREHENSION

User understands the
picture is of the Lender
they will be meeting

TASK SUCCESS

User understands they
can tap the appointment
tile

PASS

User taps appointment tile



Develop

Usability testing

What worked well

e The flow and layout of the saver state

e Participants liked the ordering of the
components some wondered if we could
visually show them more of a journey

e Participants appreciated the calculators to
understand their financial standing. In particular,
Upfront cost calculator was appreciated by
participants who were familiar with the home
buying process

o Participants found the Property Search tool to
be comprehensive and informative

s

e e s o sharg s



Develop

Usability testing

CommBank home screen Home hub location Home hub saver state

9:41 ll = 9:41 il = . 9:41 Gl = .
. X Library X Property
What needs improvement A e
- . . Hi Sam N Find & Apply My property

Findability: despite the value Home hub & ARaE YRR onEY L
offered, participants noted it was i — \0 a & | "
discreet/hidden away and they would i ® V) -

. . . . Ivesting  Rewards Benefits  Money Plafll  View l payments budgets Borrowing calculator Repay
n eed a S SI Sta n Ce tO fl n d It » T he re IS a n finder Your borrowing power is Repayr

. " . - 784,000 2,6
Opportunlty tO‘ Clearly Communlcate |tS Smart Access @ @ m — EI:'HHIHH'1!-'._-'-1_-".*._-; ﬁr ilats
value proposition upfront and/or review s S

Account Balance: $2,000.00

the app name 'Home hub' to better reflect

A . Goal Saver $12,000.00 Invest your money
what is in the hub to entice users to go o o %0
and explore its offerings. A Oepost savr
Get more from CommBank
Despite participants finding the Property i
. Buying & owning a home
Search tool comprehensive and useful,
Property tools View all

(&) E

Book a Calculators
lender

Find affordable properties

they noted its similarity with other
property search tools, such as REA and |
Domain, and did not clearly articulate the ,,,,,,, ...,
value proposition of CBA property search.

fees, no interest Deals, offers & benefits

i
Not interested Eﬁ @

CommBank's estimated markat price
. Rewards Gift cards Benefits Fuel finder
finder s $921,000
Powered by Domain
Travel




Deliver

Final build

9:41 all & R
X Home hub Component uplift
it oty N Eranar Uplift calculators across all states to scaleable, :
reusable components ® Re O rd er Of h ome saver h lela I’Chy
Financial tools All tools

. O | o Indication of financial position (Borrowing,
- repayments, Upfront costs)

Borrowing calculator Repayment calculator Upfront costs calculator
Estimate how much you can Estimate your repayments Estimate how much stamp
borrow based on your based on yvour loan settings duty and upfront costs will be
o We brought the calculators up and created a
Calculate Calculate

component framework to ensure the calculators
sevngforadeposi? can fit in our different states

atart saving with weakly
targets, Wea'll nelp vou get back
1 track It you Ta be 1l

e Users can now save their calculations to
S understand, edit and optimise their financial
Pt ettt prormitos, position prior to application.

rice and check atfordability based on

¢ $721,000

Powered by Domain



Deliver

Final build

Pull in & display completed calculations from
Commbank.com for easy access

9:41 all = =
X Home hub
Search & apply My Property
Financial tools All tools

lE I [

Borrowing calculator Repayment calculator Upfront costs calculator

Your borrowing power is Far a $784 000 loan Estimated total upfront costs
$784,000 $2,628 monthly $42,648

Edit your amounts Edit your amounts Edit your amounts

@ Get conditional pre-approval

e We further implemented a nudge to

deposit saved. Chat to one our
ending specialist

help the user progress once they 0

Book appointment

fill in the stamp duty calculator if Nudges

Progressive data capture indicating

they have more than a 5% deposit cucsegunwoty 82 || customers readiness to apply & nudging

targets. We'll help you get back
on track if you fall behind customer towards their next step
Property tools

Find affordable properties

View CommBank estimated market
price and check affordability based on

VOur Inputs

¢ $721,000

Powerad by Dormain

Learn



Deliver

Final build

e Further Quality of life changes

e MVP Property search

e ‘All tools’ link will allow the customer
to view other useful calculators such
as the brand new refinance calculator

Property search

First step towards a more property-centric
experience, through uplifted property search
entry point and MVP integration with Home In

Surfacing other calculators
A secondary page for the other calculators,
promoting our suite of calculators

a9:4 all = .

£ Financial tools

) Home buying calculators

9:41 ll = EE
X Home hub
Search & apply My Property
Financial tools All tools

E e

Repayment calculator

Borrowing calculator
Your borrowing power is Far a $784 000 loan
$?Bd,ﬂﬂﬂ 52,623 monthly
SUBECT 1O Charg Subsect 1o changi

Edit your amounts Edit your amounts

@ Get conditional pre-approval

You've got more than a 5%
deposit saved. Chat to one our
ending specialist

Book appointment

Saving for a deposit? g}
start saving with weekly

targets. We'll help you get back

on track if yvou fall behind

Property tools

Find affordable properties

View CommBank estimated market
price and check affordability based on

vour inputs

™ e - It ey = . T I - g ]
1 B3NKE S 8 =izl 1arkes gr

¢ $721,000

Powerad by Dormain

Learn

]

Upfront costs calculator

Estimated total upfront costs

$42,64

8

Edit your amounts

Borrowing calculator

A quick estimate on how much
vou may be able to borrow

Repayments calculator

Work out how much your home |:|_[|£|

oan repayments might be

Upfront costs calculator

Work out how much your home | |

gan repayments might be

Refinance calculator

Compare the savings between

two different loans

Split loan calculator

See the benefit of splitting vour @

oan between variable and fixed

Savings tools

Savings calculator %
See how much you can save

towards a deposit

Goal saver ﬁ

Be rewarded with a variable
bonus rate for saving regularly
each month



Deliver

Everything a home saver needs all in one place
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Deliver

Metrics

After the CommBank app refresh in June 2023
Home hub: 2.1% of AppS customers have visited vs .5% in App4. Increase of 4.8x in discoverability

Home hub saver state changes in June 2023

1.1% of of AppS customers tried our borrowing calculator compared to 0.08% on App4 leading to
an increase of 12.1x in discoverability

e This generated more leads for customers to book appointments for home loans

Other metrics
Nudge and calculators are tagged, however the database to capture the metrics is still in progress.



Deliver

Opportunities

Educational Content

Self-guided exploration & progressive
profile capture

Enable customers to explore content and
interact via onboarding and customisation
tools. Progressively capture information and
build out clear customer profile and home
buying goals.

Dynamic content recommendations

Al driven recommendations based on what
we know about customers, constantly
evolving and improving recommendations as
they interact across our assets.

Gamified learning pathways

Gamified learning modules for different
customer types, supporting and guiding
customers more closely throughout various
home buying scenarios and journeys.

< Guides

| am first home buyer
looking for aninvestment /2
In the next 6 months

Interests

Pre-approval [ Inspections ]
- - r’

Investing Conveyancing
L

s (

Renovating “ Saving ]L Interest only ]
I’

.,

',
LMI J[ LVR ][ Government grants ]

See all interests

Pre-approval

T
- '._...-l'

What you'll
applying

Should you get conditional
pre-approval?

You'll need

some perso
information

Make sure you don't miss
securing your dream property
when the time is right

Investing

\ when the time is right

9:41 all = .
4 Articles
® T &
Pre- Choosing a Govt. Finding Lenders &
approvals home loan benefits your home conveyan...
RECOMMENDED FOR YOU

Ways to save for a home deposit

We outline steps you can take to help turn your
dream of owning your own home into reality.

Understanding the process

Should you get conditional
pre-approval?

What you'll|
applying

You'll need {
some perso
information

Make sure you don't miss
securing your dream property

("'
9:41 all ¥ .

<

First time home buyers

Knowing where to start can be the biggest

hurdle. The right tools and support will get
you moving with more confidence.

You're making great progress! @

You have completed 11 steps. You
probably know more than 60% of first
home buyers.

Progress

Setting a deposit goal

Completed

@) Saving for a deposit

20% complete

+[-] Calculating borrowing capacity
| & purchasing potential

b
I

50% complete

Understanding the home
buying process

\_ Mot started




Deliver

Strategic Opportunities

Where Home hub could go

Stylise the Ul inline with latest CommBank App changes

In line with the App5 launch, the Ul patterns changed, there is an opportunity to make the styling more
consistent with the rest of the app. Consistency is a bridge for innovation, great usability but also great
functionality and learnability. Users can navigate the app without having to learn a new mental model,
and question if there doing something wrong. It further build's trust that this is CommBank’s brand and
not a mistake or error, thus improving the experience overall.

A mobile first home loan application process

A strategic goal CommBank could work towards is an innovative home loan mobile first experience.
Refine home hub’s application and digital verification process and this could be your all in one home
and investment property app. This would save time and money for the business whilst creating an
engaging innovative and useful experience for CommBank customers.



Appendix

Instagram ad for home hub

https://www.instagram.com/reel/CyUmLIIPj0z/?igshid=NTc4AMTIWNjQ2YQ% 3D % 3D

Early 2023 prototype

https://www.figma.com/proto/TwCKnYC7e4Gjh8IRBA2RWD/Home-Saver---UT?page-
Id=1%3A2&type=design&node-
Id=21-75212&viewport=858%2C1431%2C0.06&t=2ZMIucfEL6gHILsS-1&scaling=min-zooma&starting-
point-node-i1d=21%3A75212&show-proto-sidebar=1&mode=design



Appendix

Refinance calculator tiles
Property search entry mock ups

Refinance calculator
For a $784,000 loan

Properties based on your inputs ) ,
Property shortlist View all

See Commbank insights and market estimates

for properties Refinance calculator

Estimate how much you can

( Filter (3) ) 3/60 View more save by refinancing $2'628 monthly
Calculated 23/4/23
[ -
. g 29Leilast. o Calculate Edit your amounts
’7 e Marrickville
j (= n§ =l &52 &1 22 Victoria Rd 18 Yuruga Rd
TR e Gladsville NSW 2121  Dural NSW 2158
&_ - A $804.000 CBA estimate CBA estimate
I ; Refinance calculator Refinance calculator
* $604,000 $604,800
Estimate how much you can Fora $784,000 loan
16 Darren Drive. Qp save by refinancing
Marrickville $2,628 monthly
=2 52 9 Estimates & affordability insights Calculated 23/4/23
CommBank estimate sowered by Domain Calculate Edit your amounts

$893,100

Q
7 Nathan Rd. Vi Dark mode examples

Marrickville

=2 &2 602

CommBank estimate

$887,400 | I =

Borrowing calculator Repayment calculator Upfront costs calculator

Favourited properties v

Your borrowing power is Repayments for $800,000 loan Estimated total upfront costs

$800,000 $2,700 monthly

Calculated: 13/10/22 Calculated: 13/10/22

$42,648

Calculatea: 13/10/22

View more properties

Q Search properties Re-calculate Re-calculate Re-calculate




