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Building a Customer Obsessed, Al-Driven
Organisation

Culture and purpose — building a brighter future for all

Leadership — awareness and support

Capability — people make magic happen for the customers and communities that we serve

Technology and partnerships — exclusive partnership with H20.ai
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Our vision Is to become the global leading Al
bank. To achieve this, we have driven:

1. The creation of CommBank.ai: a new Group entity run 2. Investment in a partnership with H20.ai, the world’s most
from the CDAO. Conceived as an Al accelerator hub, its visionary Al platform:

purpose is to:
« Access to the world’s best Al talent (25+ Kaggle

» Democratise the use of Al across the Group Grandmasters)
» Develop new Al applications for the global market « Platform capability to deliver Al into core bank
. : systems
» Position CBA and Australia at the forefront of the Al
revolution » A global marketplace for Al products built by CBA
and H20
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Al In Action: Building a brighter future for all

Real Time Bill Benefits Natural Transaction Abuse
Fraud Detection Sense Finder Disaster Support Monitoring

My notifications
/ ﬁ Log off

€ Bills and payments

$640.00 at Kmart.com

Your benefits / NSW Gas Rebate (retail)

Transaction Offset
(4

on your Platinum
MasterCard ending in g Ql
1007.

H

Save
benefit

Claim the NSW Gas
Rebate (retail)

Next 7 days s
Confirm $874 estimated

Amount

$1‘0( Error

Upto Towards your gas
s110 bill Some of the words i this description
could be offensive. Enter a new one

and try again.

TV subscription
Tomorrow - Card debit

Descrig

OK
280 che.

Q Call and claim Emergency Assistance

Predicted

Home Loan $398.93 Updated 16 July 2022: Reference (optional)

Tuesday - Direct debit

@ Save money on your
bill In response to the catastrophic flooding across For business e.g, invoice or order number
Australia’s east, we've activated Emergency
Assistance to assist impacted customers and
Japan Fund $400.00 Call now businesses in New South Wales.
Wednesday Bcheduled
. Our Emergency Assistance offers support to
Remind me customers affected by disruptive events such as

natural disasters and pandemics.

° Phone bill

Friday - Due
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Reimagining products and services:. Next-level
personalisation through Al

A  Commsec / c:r:;:te 9 Kit*
" I Home-in
:Different ) AdvancePay
. StepPay and Neo
more @ /
, Benefits finder

wnloan Home

BUILTBY Bill Sense

Qi
CommBank.a G

Recommendation

/ Green loans

@ CHEDDAR

Connecting business &

S retail customers R
Business
Xpansiv / CommBank Rewards
S::TmBankig Stream CommBank / Smart Terminals
S , working  doshii Smart Health
Capital
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Global Best Digital Experience: Responsible Al
at Scale

Customer engagement uplift*: same experience, new H20.ai personalisation models

Savings Habits Bill Sense Benefits Finder

Use Benefits finder to

Bill Sense, all your
find benefits you may be

Reach your savings goals sooner
upcoming bills in one

s::;zr;accouns (eR i} e right one for you. place eligible for
. 3x new ‘ 2x customers A 3x claims
accounts d' on-boarded started
Bank a t m Features I,—\J Features m
For customers looking to Helping Aussies take control Offering a seamless way
save more of their finances & bill to connect to
payments government rebates and
benefits
A
: JTC 1 l EQ * % uplift of H20.ai vs. the original “Next Best Conversation” as our control group
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Bringing Al safely to scale to deliver our purpose

«@ !, Australian Government
IR Depurtment of Industry,
Sckco and R
Policies and s and standards v Aboutus v/ Publications  News

Australia’s Artificial Intelligence Ethics
Framework

Do good for customers.
Use Al to build a brighter future for all.

Know that you did good.

People Process Measure the customer outcomes to

check that you had the intended effect.
5 Explain the outcome.

Technology Make sure the algorithms make decisions

which can be explained, and are free

from unintended bias.
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Collaboration with government, universities and
developing internal ethical Al solutions

Ethical Al Service & Library
enables model explainability and
identifying disparities in model
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Collaborating with Department of
Industry in Al Ethics Framework
Trials

& i\ Australian Government
at of Industry, Sci
rgy and Resources

Al ethics case study: Commonwealth Bank of
Australia

Commonwealth Bank of Australia (CBA) is using artificial intelligence (Al) to

deliver easy-to-use and personalised digital banking services to its customers.

Well-established processes and governance, including around data safety and
ecurity, ensures it applies Al safely and with the right accountabilities.

CBA turns focus on applying responsible Al
following national ethics framework pilot

Commonwealth Bank of Australia plans to leverage Al at scale, but it wants
to ensure that it's being done in a responsible and ethical way.

ISO /IEC Al Workshop | 12, 14 June 2023

Active collaboration with
universities and research
organisations in our Responsible
Al frameworks, policies and Al
operation models

Using Artificial
Intelligence to deliver
personalised customer
experiences
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Thank you

Dan Jermyn

Dan.Jermyn@cba.com.au
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