
INNOVATION



How does CBA see Design Thinking?

Design Thinking is a human centred approach to problem solving

starting with a deep understanding of customer needs

with the goal to create desirable customer solutions

that challenge and improve the current status quo



An overview of the process
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Our mindset…inductive vs abductive thinking



What are we after and where to start?



Why do we follow this process?

Make sure we’ve identified insights 

worth working on……….

Expose new and multiple 

opportunities by looking at things 

differently………..

Guide innovation efforts………….



What was the result?

Addresses a global issue of infant 

mortality……………

Exposed new, innovative and cost 

effective solution by looking at 

things differently…………..

Guided innovation efforts in an 

unimaginable way……………



Harvest: why?



Prototype
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Prototype: how?

Storyboard 

how a user interacts 

with your idea

Role play the

interaction with 

your users

Build something 

they can play with



Prototype is not!
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Test: why?

Use your prototypes as a 

probe to continue to gain 

empathy for your users

Prototype like you’re right, 

test like you’re wrong



Capture feedback



Test & Learn 
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Contacts 
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Richard Wiles

Director

Client Coverage Group

P 08 9482 6903

M 0 414 887 386 

E richard.wiles@cba.com.au

300 Murray Street, Perth WA 6000

Evan Schmedje

Associate Director

Client Coverage Group

P 08 9482  6079

M 0 477 735 153 

E evan.schmedje@cba.com.au

300 Murray Street, Perth WA 6000
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Important Information

This document provided by Commonwealth Bank of Australia ABN 48 123 123 124 (‘Bank’) is confidential and is provided to you on

the basis that you will not disclose its contents to any person other than your directors, employees, agents and professional advisors

without our consent. The information provided in this document is the copyright of the Bank. This obligation will not apply if the

information is available to the public generally (except as a result of a previous breach of this confidentiality obligation) or you are

required to disclose it by law.

The Bank believes that the information herein is correct and any opinions, conclusions or recommendations contained in this

document are reasonably held or made as at the time of its compilation but makes no warranty as to the accuracy, reliability or

completeness of that information. The Bank accepts no responsibility for any loss or damage which may be suffered by any person,

directly or indirectly, as a result of the material contained in this document. The contents of this document should not be relied upon

as a substitute for appropriate / professional advice or as a basis for formulating business or other decisions.

The information contained in this document is made available only for persons who are wholesale clients as defined in the

Corporations Act 2001.


