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Property address or suburb

3/44 Kent St Surry Hills 2010

Download property report

Photos 12 Floorplan

3/44 Kent St 
Surry Hills 2010

2 2 1 96m2 Unit

For sale - 12 days on market

Listing data provided by

Estimated property value

$722,000
As of April 2024

9:41

Estimate price and calculations provided by

Estimated property value

$722,000
As of April 2024

Low Mid High

$700,000 $722,000 $755,000

Medium confidence

Risk data provided by

Natural hazard risk

A risk rating indicates the exposure the property may 
have to a natural hazard.

Bushfire risk: High

Cyclone risk: Low

Flood risk: Low

Learn how to mitigate risk for properties

Can I afford this property?

Assuming a 30 year loan 

A home Investment

Estimated property value

$722,000
As of April 2024

Low Mid High

$700,000 $722,000 $755,000

Medium confidence

Estimate price and calculations provided by

Natural hazard risk

Property history

2021 Sold $620,000 September 24

2020 Rented $520 pw August 24

2016 Sold $395,000 May 4

View all previous history

History insights provided by

9:41



Discovery

Design brief

Background
We have a ‘property search’ based on Domains APIs, customers can search for properties like the Domain 
experience, we however add our CommBank property price estimate and our calculators to help customers 
understand if they can afford the property.



Our current property search experience is not driving any customers to book an appointment or apply online 
with us. The price of the APIs have increased due to Domain changing their pricing model. There was a need to 
understand if a 'property search' offering was useful for us and the customer.



Discovery

Design brief

Customer Opportunities

Allow home seekers to become confident in the home buying process. They can find the right property, 

understand their financials and get ready to speak to a specialist to acquire a home loan, all in one place.

Business Opportunities

� Offer home buyers access to a combination of property and suburb insights from different data 

providers as a vehicle to generate high quality lead�

� Generate leads direct to a lender when the customer agree to be contacte�

� Build a tool that drives repeat visits allowing us more opportunities to convert the lea�

� Generate and nurture leads through the use of property data



Discovery

Design approach



Discover

Property search today
Customers can access it via the CommBank app in home hub or a google search.

Search results Property page Calculators CTAs



Discovery

Property search today

We are not giving customers any reason to convert whilst they are using Property Search feature.



Discovery

Property search today

Most customers find property search through Google, searching for 
‘CommBank property value’ keywords



Discover

Opportunity for using property data
Increased customer engagement

65% of Australian home buyers found the home they purchased online (Domain Group).

Convince and efficiency

75% of Australian buyers prefer working with lenders who offer a digital mortgage process, including property search 
tools (Australian Finance group).



Integrating property data can reduce the time-to-close by 18%, streamlining the mortgage application process 
(CoreLogic Australia)

Competitive advantage

Australian banks and lenders offering integrated property listing services see 30% increase in lead conversion rates 
(Deloitte Australia.)



55% of Australian millennials prefer banks that provide comprehensive online tools, including property listings (PwC 
Australia)

Customer Trust and satisfaction

Australian customers who use integrated property listing and mortgage tools report a 23% higher satisfaction rate 
(Canstar).

Market reach and penetration

Offering property listing can increase a bank’s visibility to potential buyers by 38% reaching a wider audience (Digital 
Finance analytics)



Discover

Personas



Discovery

Journey Map
Mapping out the first home buyer experience

Working together as a team to build out the experience



Discovery

Journey Map

First home buyers/ Subsequent home buyers and Investors



Discovery

Internal Co-Design workshop 
Running a stakeholder workshop to uncover opportunities

� HMW leverage property data to provide differentiated value to customers�

� Needs and pain points of different persona�

� Affinity mapping the result�

� Ideation



Define

Internal Co-Design workshop
Outcomes for a property tool

Ideation from pain points and opportunities



Discover

Market research
Uncovering what is working well, data uses and different ways of generating leads



Develop 

Concepts

Concept: Where can I afford?

Help customers find areas that would suit their budget 
and needs with a tool�

� Did not go forward due to limited data set and large 
build requirement. Estimated to be over several 
quarters�

� Further we still need to concept test the value. 

Constant ideation and iteration

Seeking feedback from our design critiques and stakeholders



Develop 

Concepts

Concept: Property Insights

� Provide data insights that will help customers 
on their property search journe�

� Users would search for a property address 
and give us their details for the full property 
insights experience.

Sketches

Search Suburb info Unlock the full report
CBA estimate, climate risk, sales 

history unlocked



Define

CoreLogic Property Insights workshop

The session

� We had an opportunity to partner with CoreLogic to learn from their experience and 
expertise.�

� Understand the logic and build of generating a customised report�

� Understand the support provided by CoreLogi�

� Get feedback on some early solution mock ups



Define

CoreLogic Property Insights workshop
Outcome

� Data sources that CoreLogic can offer, and validated the data we would like to us�

� Showed off a factual property insights page that would be suitable for MV�

� Refined our lead generation ideas 



Develop 

Challenges
Lead generation

� To make it worth the development effort we need it to convert customers. 

Standing out from Domain and Realestate.com

� What data points/experience will make this better or complement the Domain & REA property search

Working with external partners

� Balancing our experience with Home in, AON, Hollard insurance & CoreLogic

Freemium model

� Is it worth giving a light version before getting the customers details? 

“Property insights” vs “Property report” branding

These 2 things could be quite common within the home seeker experience, and quite different.



"Property search" should be easy, allow users to browse properties, see insights and information to compare different options. It should have few 
barriers & likely used more frequently.



“Property report” could be seen as higher value and more common to be ‘gate keeped’. It would hold more valuable insights that would set knowledge 
above others. One might access it after an initial assessment & thinking about the next step for a few properties (over many). A user may be more willing 
to give personal information in exchange for this.



We are trying to create an experience which is in between those two things, which could make it difficult to understand the correct ‘value exchange’ 
between the data & insight the user will receive



Develop

Flow Diagram

Layout of the concept

Focus on lead generation and retargeting with next best conversations (NBCs) when 
the user drops off



Develop

Concept testing
Research objectives

� Whether a customer would use our tool when some information can be found for free 
via REA & Domai�

� Understand customers willingness to be contacted by a lender (via an opt-in) during 
the process of getting the property report�

� Would customers who don’t bank with us be prepared to fill out the form in return for 
the property repor�

� To understand which features relating to property insights (e.g. Commbank’s 
valuation, affordability, listings data, suburb data, etc) the customer would expect 
our version of Property Search to include vs. for example Domain�

� When in the home buying journey customers would use this property experience.


CommBank Property report concept testing

� Location: Remote via Microsoft Team�

� Approach: 1:1 Usability Testing Session�

� Testing: Property report with different variants, and a card sort.

Participant profile (14 total)

� Home buying customers - First home buyers, subsequent home buyer and investors



Develop

Concept testing - main prototype



Develop

Concept testing - alternatives 
Property Report 

� Different entry points to the full property report versio�

� Home insurance offer tile for an instant quote

Entry point: short CTA

Insurance - instant quote

Entry point: multiple detailed

Insurance 



Develop

Card sort

Information hierarchy

Showed us users mental model 
and help us uncover what 
information was most valuable.



Develop

Early insights for Concept testing

What we learnt

� General comfort with providing details in return for more in-depth repor�

� AON natural hazard risk data very well receive�

� Overall the sessions were positive. Majority seemed to like the concepts.�

� There was not enough clarity about what would happen when the CTA was clicked. 
i.e Some thought it was a paywall 

What we failed to learn

� How existing home owners feel when seeing natural hazard risks

Assumptions that were challenged

� Customers were happy to provide their basic detail�

� Most customers did not want to be contacted by a lende�

� Despite having information being readily available customers highly regarded the connivence factor



Develop

Early insights for Concept testing

Key take aways

� People seek property reports before or after an inspection�

� Customers enjoyed the multiple data sources and trusted data provided by the bank in particular financial 
data i.e financial estimate and calculato�

� "View report" CTA in three different places are interpreted as reports for different purpose�

� Hidden info such as ‘estimated property value’ and ‘natural hazard risk’ was confusin�

� Majority of participants were willing to give their data for a full repor�

� Info in the full version is valued - more info, the bette�

� Participants may not engage with CTAs while viewing report because they do not want to kicked out of      
the experience



Develop

Changes

� Re-order hierarchy, create a next steps section at the 
bottom, including CTAs to apply and home insurance 
and contract reviews.�

� Remove “freemium” model, show a sample preview of 
a property report, then get customer details to show 
the full version�

� Reduce information asked from the customer

Moving ‘contract review’ and ‘insurance’ 
to a ‘Next step section’



Develop

Minimum Viable Product (MVP)
� We can not build everything in 1-2 quarters and would like to get this out as soon as possible.�

� We looked at the card sorting of what participants found most valuable and I ran a workshop to understand 
developer and data constraints. 

CalculatorStart Give details Next stepsCalculator alt



Develop

High fidelity - entry
Start Give details Search



Develop

Mobile experience
Search Property features, estimate & history Natural hazard & calculator Suburb insights Local market activity & next steps Feedback and property actions



Develop

Desktop Experience
Landing Search



Deliver

Metrics & Future

Measuring success

� Tag interactions like CTAs, time on page & multiple 
uses�

� Users completing application/appointment�

� A/B test experiment�

� Feedback widget

New features

� Implement property report into Home Hu�

� Allow more customisability in the calculators such as 
changing home loan years and repayment typ�

� Get natural hazard risks implemented

Home Hub



Appendix
Error states 


