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The Path to 
Exceptional Customer 
Experience

The CBA Journey

Driving customer service excellence 
through complaints management and 
insights

___________________

Rob Kennaugh
General Manager, Group Customer Relations
Commonwealth Bank

Overview
• Having a solid foundation

• Establishing the right 
workplace culture

• Making a sustainable 
difference

• Ensuring you focus on the 
right areas for improvement

• Examples of how it works
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CBA Vision and Values

Our vision is to excel at securing and enhancing the financial wellbeing 
of people, businesses and communities.
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Problem 
Solving

Continuous 
Improvement

Huddles

VMB

Metrics

CVP

Simple
Problem

Complex
Problem

Developing a business excellence culture we apply a 
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Using Information to Further Lift Performance

Customer 
complaints 
recorded & 

resolved

Providing 
meaningful 
customer 
insights

Feedback 
discovery 

sessions with 
Leadership & 

VOC

Root cause 
analysis & 

prioritisation of 
initiatives

Clear 
accountability, 

resource 
allocation, 

regular updates

More customers 
satisfied, new 

complaint drivers 
emerge 
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Action
Success

metric
Who When Update

1a.  Implement new pop up 
message during process to 
clarify

1b.  Implement a dynamic 
checklist 

2% Joe 
Bloggs

Jane 
Doe

Aug -
16

Sept -
16

 Run a customer pilot and measure 
success

 Complete a deep dive into online 
verification complaints for next 
Quarter to measure success post 
implementation

Not yet started

2a.  Implement “how to” guides - - - Not yet started

Action
Success

metric
Who When Update

3a.  Update Branch resources Not yet started

4a.  Refresher training for 
Branch staff

4%         Training & 
Development

Oct -
16

 Review complaint data to isolate
knowledge gaps to devise targeted 
training

Cause and Effect - Hypothetical

Online 
application 

process

Application 
Process

Cross-
channel 

application 
process

Customers 
unclear of 
document 
verification 

requirements

Customers 
have difficulty 

uploading 
documents

Branch not 
understanding 

how to 
complete 

applications

Staff providing 
conflicting / 

incorrect 
information

KEY THEME
SUB-

THEME
ROOT CAUSE 
HYPOTHESIS

ACTIONS TO RESOLVE
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Case Study: 

Customer 
complaints 
recorded & 

resolved

Providing 
meaningful 
customer 
insights

Feedback 
discovery 

sessions with 
Leadership & 

VOC

Root cause 
analysis & 

prioritisation of 
initiatives

Clear 
accountability, 

resource 
allocation, 

regular updates

More customers 
satisfied, new 

complaint drivers 
emerge 
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Case Study: 

Customer 
complaints 
recorded & 

resolved
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Case Study: 

Feedback 
discovery 

sessions with 
Leadership & 

VOC

Process Change

Delays

Fees

Marketing

Availability

Service

Other
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Case Study: 

Root cause 
analysis & 

prioritisation of 
initiatives

Delays

Process 
Change

Scrutiny

Revised 
timelines not 

communicated

Increased 
processing 

required

Increased 
regulatory 
measures

Additional 
reporting

KEY THEME
SUB-

THEME
ROOT CAUSE 
HYPOTHESIS
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Case Study: 

Clear accountability, 
resource allocation, 

regular updates

Action
Success

metric
Who When Update

1a.  Implement new pop up 
message during process to 
clarify

1b.  Implement a dynamic 
checklist 

2% Joe
Bloggs

Jane 
Doe

Oct -
15

Jan –
16

 Review use of message

 Review scripting of message

Not yet started

2a.  Implement “how to” guides - - - Not yet started

Action
Success

metric
Who When Update

3a.  Update risk controls 2%        Joe Bloggs Nov –
15
Jan -
16

 Phase one platform controls 
updated

4a.  Implement “how to” 
guides 

- - - Not yet started

ACTIONS TO RESOLVE
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Case Study: 

More customers 
satisfied, new 

complaint
drivers emerge 

Marketing

Availability

Fees
Service

Process Change

Delays

Other
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CBA Vision and Values
Our vision is to excel at securing and enhancing the financial wellbeing of people, businesses and communities.

She took ownership of the issue and was incredibly empathetic despite the fact it may seem like a small amount of money to most, 
she treated the issue with urgency and at the same time respect. She did not offer false promises but was realistic about the options 
we had. She was the highlight of an otherwise very difficult situation.

Everything she said she was going to do, she did. She followed up twice a day and even sent messages to confirm what actions she
had taken. Solely because of this service we decided to stay with CBA.

This matter was cleared up extremely quickly & we were delighted with the outcome. My wife & I have been substantial & loyal 
customers of the Commonwealth Bank for over 55 years & will definitely continue to be with the service we recently received.

She was honest and upfront with us about the financial crisis we were about to encounter. She took the time to explain to us the
options we had, and went out of her way to assist us. While still recovering, we are now feeling much more confident in our future, are 
not stressing about our finances as much and have a hope for the future.

She was incredibly polite and persistent on my behalf. She also explained things in clear, legible terms. I didn't expect her to go to that 
much trouble and I didn't expect the outcome she got for me. Please make sure this message gets back to her manager. I really
understand how rare it is to find such excellent service.

Robert.Kennaugh@cba.com.au


