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Acknowledgement of Country.

Commonwealth Bank acknowledges the Traditional Owners of the lands 
across Australia as the continuing custodians of Country and Culture 
since time immemorial. 

We pay our respects to First Nations peoples and their Elders, past 
and present. We acknowledge and celebrate the inherent resilience of 
Aboriginal and Torres Strait Islander peoples and communities.

We thank the many Aboriginal and Torres Strait Islander employees, 
external advisers, communities and partner organisations that have 
guided us through achieving meaningful reconciliation outcomes.
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FY24 progress.

As Australia’s largest bank, we remain committed to 
reconciliation with First Nations peoples.
At CommBank, our purpose is to build a brighter future for all. Through our 
Reconciliation Action Plan (RAP), we seek to deliver on this purpose for Aboriginal 
and Torres Strait Islander employees, customers and communities. 

Our FY23-25 RAP focuses on five inter-related pillars:

Pillar 1: Foundation: Indigenous Rights and Engagement
Respecting Indigenous rights, engaging effectively, building cultural capability 
and supporting place-based solutions.

Pillar 2: Foundation: Economic Empowerment and Prosperity
Driving employment opportunities and career advancement across the bank; 
and supporting a strong and prosperous First Nations business sector.

Pillar 3: Transformation: Domestic Violence and 
Financial Abuse
Understanding, identifying and supporting culturally informed responses 
to domestic violence and financial abuse impacting First Nations peoples.

Pillar 4: Transformation: Indigenous Customer 
Support Program
Improving awareness of, access to and inclusion in our banking products 
and services.

Pillar 5: Transformation: Indigenous Carbon Economies
Supporting First Nations landowners to establish, and scale new carbon projects.

FY24 Progress Summary
This report provides an opportunity for us to share an update on our progress 
against the activities set out in our FY23-25 RAP. Specifically, it provides 
an update on 41 of the activities1 in the FY23-25 RAP that were due to be 
delivered during FY24; and on three activities that were in progress at the 
time of finalising our FY23 Progress Report. This document should be read in 
conjunction with the FY23-25 RAP and our FY23 Progress Report.

We continue to make progress in delivering our reconciliation program, including 
the activities set out in our FY23-25 RAP. Of the 41 activities due in FY24, 
39 were delivered in full, with two activities partially delivered, relating to our 
School-Based Traineeship program and the refresh of our Supplier Code of 
Conduct. 

The School Based Traineeship program is designed for Aboriginal and Torres 
Strait Islander students in Year 11 and 12 and provides students with exposure 
to a career in the financial services industry while also allowing us to find and 
promote talent. Along with vital on-the-job experience, the program gives 
students the opportunity to gain valuable skills and confidence in a safe and 
secure environment. While we didn’t meet our recruitment target for this 
program in FY24, we did see increasing interest in our Full-time Traineeship 
and university internships programs. Given this, we will review the mix of career 
pathway programs as part of our FY26-28 RAP, so that our programs continue 
to meet the needs and aspirations of those seeking at career at CommBank.

As part of our Supplier Diversity Program, we reviewed relevant international 
standards related to the Rights of Indigenous Peoples. Our refreshed SCOC 
will be published in FY25 and will include an expectation that our suppliers, 
domestically and globally, respect the rights of Indigenous peoples.

1.Reconciliation Australia scheduled the 2024 Workplace RAP Barometer for September 2024. 
This action will be reported in our FY25 progress report.
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Measurement 
and Evaluation.

Measurement and Evaluation (M&E) insights from FY24
In our FY23 Progress Report, we reported that our M&E baseline data was 
being collected, and insights would be shared in our FY24 Progress Report. We 
have since delivered the initial analysis, which provided helpful insights for our 
reconciliation program.

Engaging with First Nations stakeholders
The analysis showed that while 85% of First Nations people surveyed strongly 
agreed or agreed that First Nations voices genuinely inform the direction of 
CBA’s reconciliation program, there is an opportunity to further incorporate First 
Nations perspectives into relevant programs of work.

To support teams to further engage with First Nations stakeholders, including 
our Indigenous Leadership Team and Indigenous Advisory Council, in FY23 
we introduced the Indigenous Engagement Principles, which aims to provide 
teams with a practical framework to help maximise positive outcomes where 
their activities may impact on First Nations peoples. We are now working with 
teams to consider the Indigenous Engagement Principles in the delivery of 
reconciliation strategies, programs and community engagement.

To raise broader awareness of the Indigenous Engagement Principles, we have 
worked with BlackCard to reflect them in the case studies used in the BlackCard x 
CommBank program. All participants registered to attend the BlackCard program 
receive a copy of the Indigenous Engagement Principles as part of the pre-reading.

Strengthening cultural capability
Cultural capability continues to be a focus for our reconciliation program. 
Encouragingly, 100% of those surveyed who had recently completed one or 
more forms of Indigenous cultural development, which includes BlackCard Level 
1 & 2 and our two e-learning programs (Indigenous Cultural Awareness and 
Proving Banking Services to First Nations Customers), strongly agreed or agreed 
that their level of knowledge of First Nations history, culture and affairs had 
improved following the training.

Feedback from those surveyed indicated that more focus can be applied 
to supporting our people to incorporate this knowledge into their ways of 
working. With this in mind, we have launched a new digital toolkit, available 
on our intranet, to provide teams with practical considerations to help apply 
the Indigenous Engagement Principles into their programs of work. As well 
as providing easy access to Indigenous Engagement Principles, the toolkit 
also includes videos from First Nations employees discussing the practical 
application of the Indigenous Engagement Principles, as well as insights 
on applying them when engaging First Nations stakeholders. We are also 
refreshing our approach to cultural capability in response to the feedback.

The M&E analysis, along with the results of the upcoming 2024 
Workplace Reconciliation Barometer, will be considered in the 
development of our FY26-28 RAP.
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Pillar 1: Foundation | 
Indigenous Rights and 
Engagement.

Focus areas Activities FY24 progress

Acknowledge and 
embed considerations of 
Indigenous rights across our 
business operations.

2. Recognise and manage the impacts of our operations on Aboriginal and 
Torres Strait Islander peoples and communities, including by supporting 
free, prior and informed consent for applicable project finance, as outlined 
by the Equator Principles, for Indigenous communities impacted by 
project decisions or actions that could affect their land, territory, and 
natural resources.

Achieved | As set out in our Environment and Social (E&S) Framework, we 
expect our Clients, Suppliers and other business partners to identify, manage, 
monitor, and redress any adverse impacts on human rights where their 
business is involved.  To support this, in FY24, Environmental, Social and 
Governance (ESG) risk assessments were required for institutional corporate 
lending, Business Banking and Commonwealth Private Bank customers with 
current or proposed commercial or corporate lending greater than or equal to 
$1.5 million2. These assessments were performed in one of two ways:

• The Corporate and Institutional Pathway is used to assess larger 
Business Banking customers managed in the Major Client Group and 
Regional and Agribusiness Specialised Agribusiness Solutions segments, 
and all Institutional corporate lending.

• The Commercial Pathway is used to assess business banking 
customers managed in the Commercial Banking, Regional and 
Agribusiness Banking, Small Business Banking segments, customers 
in transition from Bankwest Business Bank, as well as customers 
managed in Commonwealth Private Bank.

The tool is supported by a set of inherent risk ratings across industry ANZSIC 
codes for ten key focus areas including: climate and energy; climate physical 
risk; water; pollution; biodiversity; human rights; Indigenous rights; labour rights 
and modern slavery; workplace health and safety; and anti-corruption and 
governance. The tool also includes specific questions aimed at assessing whether 
lending to a customer is aligned to commitments in the E&S Framework.

Equator Principles are a set of voluntary standards to assess, mitigate, 
manage and monitor E&S risks in project-related financing. For 
relevant project finance transactions we follow the Equator Principles 
process requirements. Our Equator Principles Reporting is available at  
www.commbank.com.au/sustainabilityreporting.
2. From March 2023 the threshold for completing ESG risk assessments in business banking was 
updated from $1 million to $1.5 million. 
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Focus areas Activities FY24 progress

Increase understanding, 
value and recognition of 
Aboriginal and Torres Strait 
Islander cultures, histories, 
knowledge and rights through 
cultural learning.

5. Deliver the Indigenous Cultural Development Program across CommBank 
and Bankwest, providing our people with education, experience and 
exposure opportunities including BlackCard, Jawun, on-Country experiences, 
and online learning including the ‘Servicing First Nations Customers with 
Sensitivity, Respect and Compassion’ e-learning. Our goal is to have at least 
70% of employees completing cultural learning over the RAP reporting 
period, with at least 600 people completing face to face BlackCard and 
9000 people completing online learning each year (equating to a 25% 
completion rate annually).

Achieved FY24 goals | In FY24, 40.4% of employees completed one 
or more forms of Indigenous cultural development. This included 902 
employees who completed a training program offered by BlackCard and 
14,489 employees who completed an online learning program. In addition, 
18 employees completed a Jawun secondment.

As part of our Annual Report Sustainability Metrics, we report on our training 
completion rate for Indigenous cultural development. To determine the 
percentage completion, we use Australian Headcount as the denominator. 
In our 2024 Annual Report, we restated all prior periods to exclude other 
overseas and service providers from the training completion data to align 
with this reporting criteria. This resulted in a revision to our FY23 unique 
completion rate, which has been restated to be 41.7% against a goal of 25% 
(reported in 2023 to be 44.2%).

6. Create opportunities for our people, customers and community to learn 
directly from First Nations peoples on their achievements, histories, cultures 
and affairs across the year, and on days of celebration, including through our 
annual sponsorship of NAIDOC Week. We will provide a national calendar 
of community activities being held during NAIDOC Week for our people 
to attend and will encourage Yana Budjari members to attend at least 20 
events organised by local community organisations.  

Achieved FY24 goals | For NAIDOC Week, held in July 2023, we created 
a dedicated NAIDOC site on our internal intranet for our employees to find 
local opportunities to get involved in NAIDOC Week activities. Yana Budjari 
members attended over 20 different events organised by local community 
organisations, including community family days. We also continued our 
gold sponsorship of the National NAIDOC Awards, and we sponsored the 
BlackCard 10-year NAIDOC luncheon.

Promote reconciliation 
across the organisation and 
create opportunities for our 
people to build respectful 
relationships with their 
local communities.

12. Through the Yana Budjari National Committee, review and refresh the 
Yana Budjari employee engagement strategy annually to raise awareness 
of reconciliation and engagement opportunities across our workforce.

Achieved FY24 goals | The Yana Budjari Committee refreshed its employee 
engagement strategy, focusing on ways to extend employee engagement beyond 
National Reconciliation Week and NAIDOC Week. This resulted in a dedicated 
Yana Budjari Week being held in December 2023, which included state-based 
activities to showcase First Nations cultures. The Yana Budjari Committee 
also launched a bi-monthly newsletter, with the aim of promoting internal and 
external reconciliation engagement opportunities to Yana Budjari members.

13. Increase engagement at a local level, supporting Yana Budjari to 
coordinate at least 10 reconciliation activities across the organisation 
for National Reconciliation Week (NRW) each year. Seek to provide a 
range of opportunities for our people and senior leaders to participate 
in. In supporting Yana Budjari to lead on NRW, circulate Reconciliation 
Australia’s NRW resources and reconciliation materials and support Yana 
Budjari State Co-Leads to register all our NRW events on Reconciliation 
Australia’s NRW website.

Achieved FY24 goals | We created a dedicated 2024 National Reconciliation 
Week site on our internal intranet for our employees to find information on 
the week and to share resources from Reconciliation Australia, including 
posters, Teams background, email signature and social assets. The page 
also provided a calendar of internal events organised by the Yana Budjari 
Committee. Over 10 events were organised across the week (with five events 
live streamed nationally), including Welcome to Country ceremonies, panel 
discussions, cultural capability training sessions and cultural workshops. 
These events were registered with Reconciliation Australia. 

14. Hold an organisation-wide Reconciliation Dialogue during NRW, inviting First 
Nations employees and external representatives to share their views and 
insights on important reconciliation issues.

Achieved FY24 goals | Our Reconciliation Dialogue was held in person and 
virtually with guest speaker Ian Hamm, a proud Yorta Yorta man who has 
over 30 years senior experience in policy and strategic reforms with both the 
Australian and Victorian Government. Ian’s keynote focused on ‘What’s next 
for corporates after the referendum?’. Over 320 employees registered to 
attend the dialogue, and following the event, a recording of the presentation 
was shared to employees via our internal intranet.
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Focus areas Activities FY24 progress

Deepen our community 
engagement to support First 
Nations solutions designed 
by the community, for 
the community.

15. Consult with Aboriginal and Torres Strait Islander peoples annually to 
understand how we can continue to strengthen relationships in order to 
meet the needs of First Nations stakeholders. Support this process by 
finalising and implementing grievance mechanisms through which First 
Nations peoples can raise concerns directly with the bank. Share feedback 
with Indigenous Advisory Council, the RAP Working Group and relevant 
teams as appropriate.

Achieved FY24 goals | To assist in developing positive working relationships 
with First Nations stakeholders, we introduced the Human Rights of First 
Nations Stakeholder Grievance Process Framework in FY23. The process 
seeks to provide an avenue to raise directly with us, concerns regarding 
possible human rights impacts connected with CommBank’s business 
lending activities. No grievances were raised through this process this 
financial year.

16. Provide guidance to teams through the development of an Indigenous 
engagement toolkit, making the toolkit available via CommBank’s and 
Bankwest’s Reconciliation Knowledge Hub and sharing lessons from recent 
community engagement initiatives to build best-practice approaches.

Achieved | Following the establishment of our Indigenous Engagement 
Principles in FY23, this year we developed a digital toolkit, which is 
available on our internal intranet, to provide teams with easy access to the 
Indigenous Engagement Principles. The page also includes videos from First 
Nations employees discussing the practical application of the Indigenous 
Engagement Principles, as well as insights on applying them when engaging 
with First Nations stakeholders. Following the launch of the Indigenous 
Engagement Principles, we worked with BlackCard to reflect them in the 
case studies used in the BlackCard x CommBank program. All participants 
registered to attend the BlackCard program receive a copy of the Indigenous 
Engagement Principles as part of the pre-reading.

18. Invite Indigenous technologists to present at IT and Ops Events, hosted by 
CommBank Technology and Operations, to support teams to develop trusted 
and respectful relationships with local Aboriginal and Torres Strait Islander 
providers and communities.

Achieved FY24 goals | Our Technology and Operations teams work in areas 
such as engineering, data & analytics, artificial intelligence, cyber security, 
project delivery or operations. The Technology & Operations Indigenous 
Academy Program hosted Academy Forums in October 2023 and in March 
2024, attended by Indigenous technologists within CommBank, to establish 
relationships, develop technical skills and build pathways into technical roles.
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Pillar 2: Foundation: 
Economic Empowerment 
and Prosperity

Focus areas Activities FY24 progress

Improve pathways to 
employment across 
CommBank and Bankwest.

19. Deliver the FY23-25 Indigenous Careers Attraction Strategy to increase 
representation of Aboriginal and Torres Strait Islander peoples across our 
domestic workforce to 3% by December 2026, by aiming to recruit at least 
150 First Nations people per annum.

Achieved FY24 goals | In delivering the FY23-25 Indigenous Attraction 
Strategy, the Indigenous Community Experience team (formerly Indigenous 
Careers Team) partnered with the Employer Brand team to promote 
CommBank as an employer of choice. This included increasing our presence 
within the community by attending careers conferences and community 
events to showcase our Indigenous Employment Programs. As a result of 
the Indigenous Attraction Strategy, in FY24 we had over 190 employment 
offers accepted by external First Nations people for roles across the bank. 
While this is a good step forward, our goal to achieve 3% representation of 
First Nations peoples across our domestic workforce by December 2026 
remains ambitious.

20. Provide at least 70 School Based Traineeship positions annually (35 trainees 
in their first year of the program and 35 trainees in their second year at any 
given time), achieving at least 30% conversion to permanent roles or Full-
time Traineeship positions on completion of the traineeships.

Partially achieved FY24 goals | In January 2023, we welcomed 13 School 
Based Trainees as first year trainees. As of FY24, 10 remained in the program 
and they are due to complete their traineeship at the end of 2025. Of the 13 
School Based Trainees that completed the program as part of the January 
2022 intake (program completed at the end of 2023), we achieved a 46% 
conversion rate to permanent roles.

In recent years, we have received lowering numbers of applications for 
the School Based Traineeship program, due to many factors, including an 
increase in the number of students pursuing further education after school. 
We continue to work with our program partners to understand demand 
across all our career pathway programs, and we will review the mix of 
opportunities as part of our FY26-28 RAP.

21. Provide at least 15 Full-time Traineeship positions annually, achieving at 
least 60% conversion to permanent roles on completion of the traineeships.

Achieved FY24 goals | Our Full-time Traineeship Program offers Aboriginal 
and Torres Strait Islander job seekers the opportunity to develop into a role 
over 12 – 18 months. Participants receive ongoing training and support to 
build their skills and confidence, with the potential to be offered a permanent 
position once they complete the traineeship. In FY24, we offered 23 full-
time traineeships across our retail bank. To date, 14 trainees are continuing 
in the program and are due to complete the program during FY25.
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Focus areas Activities FY24 progress

22. Continue to partner with CareerTrackers to provide at least 25 Indigenous 
university internship opportunities across CommBank and Bankwest, 
achieving at least 60% conversion to permanent roles or graduate program 
positions on graduation from university.

Achieved FY24 goals | During December 2024 – February 2024, 17 interns 
completed the Summer Internship Program with CommBank, while 11 
interns completed the winter program that commenced in June 2024. Of 
the six interns who were eligible to apply for the 2025 graduate program 
(commencing in February 2025), four have accepted an offer from the bank, 
representing a conversion rate of 67%. Three interns from the summer 
program also accepted ongoing, part-time roles with the bank while they 
complete their studies.

23. Optimise participation in the Technology and Operations Indigenous 
Academy, achieving at least a 60% conversion to permanent roles or 
graduate program positions on completion of Academy engagement. This 
will be supported by collaboration with relevant community, IT industry and 
CommBank representatives to develop innovative pathways for First Nation 
peoples into meaningful IT and Ops Careers, including at Managerial Level.

Achieved FY24 goals | Our Indigenous Academy trainees work within 
industry-leading teams while being supported to complete their studies and 
navigate their careers. In FY24, we offered 3 traineeships in our Technology 
Academy and 9 traineeships in our Operations Academy. Across the two 
academies, we currently have a conversion rate of 58%. To help optimise 
the program, we have built partnerships with universities in Sydney and 
Melbourne to promote the Technology Academy. This includes sponsoring an 
Engineering Program at a university in Sydney, which will see First Nations 
engineering students join the Technology Academy as interns throughout 
their studies. We also sponsored an engineering camp, which was attended 
by 10 First Nations high school students from across Australia. The camp 
aims to encourage talent pipelines into university studies. Extending our 
partnerships beyond universities, we are also developing relationships with 
TAFEs in Sydney and Perth to offer referrals into the Operations Academy in 
both locations.

27. Review and expand the recruitment marketing plan for Aboriginal and 
Torres Strait Islander candidates, with an aim to increase applications.

Achieved | In FY24, the Indigenous Community Experience team 
continued their partnership with the Employer Brand team to expand the 
Recruitment Marketing Plan. The plan focused on encouraging the bank to 
build a face-to-face presence in community to foster positive relationships 
and build awareness.
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Focus areas Activities FY24 progress

Enhance First Nations 
employee experience 
and promote positive 
race relations

28. Provide three scholarships to Australian Graduate School of Management’s 
Emerging Indigenous Executive Leaders Program; one scholarship for the 
KARI Leadership Program.

Achieved FY24 goals | During FY24, we awarded four scholarships for 
First Nations employees, with three scholarships awarded to the Australian 
Graduate School’s Emerging Indigenous Executive Leaders Program 
(participation from First Nations employees in our Human Resources, 
Financial Services and Retail Banking Services divisions) and one scholarship 
for the KARI Leadership Program (participation from a First Nations 
employee in our Retail Banking Services division). 

29. Create regular engagement opportunities to First Nations employees 
through the Indigenous Employee Network, via the yarning circle program, to 
ensure we are providing an inclusive and culturally safe environment for First 
Nations employees.

Achieved FY24 goals | During FY24, yarning circles were scheduled 
fortnightly for First Nations employees to connect, with a mix of structured 
yarning circles with guest speakers and informal sessions organised. In May 
2024, the Indigenous Community Experience team hosted the One.Mob 
Summit, which brought together 78 First Nations employees from across 
the country for career development and listening sessions aimed at defining 
our future priorities and our Indigenous employee value proposition. 

31. Design and implement a career coaching initiative for First Nations 
employees, offering support in finding and securing their next opportunity, 
including managerial and senior level positions.

Achieved | Our Indigenous Community Experience team implemented the 
One.Mob Leadership Coaching Program, which is designed for First Nations 
leaders in management roles and those looking to progress to the next 
level of their career. The pilot program has six participants from a range of 
divisions and position levels. 

32. Develop a First Nations retention strategy for the Group to support us to 
meet our Indigenous careers goals.

Achieved | The First Nations Retention Strategy was finalised in late 2023 
and is overseen by two dedicated team members who will focus on delivering 
programs aimed at supporting our First Nations workforce to develop their 
careers at CommBank, including through dedicated support offered to 
One.Mob. They will also work with managers of First Nations employees 
to support them to apply culturally inclusive management styles that are 
responsive to individual employee needs.

Support the growth of the 
First Nations business sector.

34. Execute the Indigenous Procurement Program to increase our supply chain 
spend with Indigenous owned businesses by 10% year-on-year from a FY22 
actual baseline.

Achieved FY24 goals | During FY24, across the bank we spent $22.65m 
with First Nations businesses, an increase of almost 150% on our FY23 
spend. This increase in spend was driven by the introduction of new First 
Nations suppliers, including Indigenous-owned security supplier and 
technology business Baidam Solutions. In addition to helping the bank 
achieve important security outcomes, our partnership means we can support 
Baidam in their efforts to invest in Indigenous university students as part 
of their commitment to increasing Indigenous representation in the IT 
security sector.

37. Review relevant international standards related to the Rights of Indigenous 
Peoples and embed within our Supplier Code of Conduct (SCOC).

Partially achieved | We have reviewed relevant international standards 
related to the Rights of Indigenous Peoples. Our refreshed SCOC will 
be published in FY25 and will include an expectation that our suppliers, 
domestically and globally, respect the rights of Indigenous peoples.
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Pillar 3: Transformation: 
Domestic Violence and 
Financial Abuse

Focus areas Activities FY24 progress

Enhance CommBank’s 
services, supports, access 
and referral pathway.

40. Engage with First Nations customers who are experiencing financial abuse 
to understand their experiences and tailor support accordingly. We will 
engage with customers when they contact us through Community Wellbeing 
and through the Aboriginal and Torres Strait Islander Community of Practice. 

Achieved | In partnership with BlackCard, guidance has been created 
to support the CommBank Next Chapter team to provide culturally safe 
support to individuals (including those who are not CommBank customers) 
experiencing financial abuse. The guidance includes referral pathways to 
national and state-based First Nations community support services. Further 
advice and guidance was regularly sought from the First Nations Community 
of Practice on CommBank Next Chapter more broadly to help inform specific 
aspects of the program.

42. Work with the Indigenous Careers team to increase representation of 
First Nations peoples within the Community Wellbeing team to 3% by 2026.

Achieved | The CommBank Next Chapter team (which included the 
Community Wellbeing team) continued its focus on increasing the number of 
First Nations people it employs. Hiring managers now engage the Indigenous 
Community Experience team directly when vacancies arise and opportunities 
are shared with CommBank’s First Nations employee network, One.Mob. 
Further work to highlight employment opportunities with First Nations 
individuals and organisations outside of CommBank will take place in FY25.

43. Identify First Nations crisis and wellbeing support organisations to form 
referral partnerships with, so First Nations customers who are seeking 
further support are able to be referred to culturally informed services.

Achieved | The CommBank Next Chapter team implemented a referral 
partnership with 13YARN, a dedicated 24/7 First Nations crisis support 
service. Additionally, in partnership with BlackCard, guidance has been created 
to support the CommBank Next Chapter team to provide culturally safe 
support to individuals (including those who are not CommBank customers) 
experiencing financial abuse. The guidance includes referral pathways to 
national and stated-based First Nations community support services.

45. Develop a tailored approach to raise awareness of the Community Wellbeing 
team with First Nations customers including attending community days/
expos to raise awareness of the service and to speak directly with customers 
about the support on offer.

Achieved | The CommBank Next Chapter team has an external engagement 
program to raise awareness of the CommBank Next Chapter program. In 
FY24, this resulted in attendance at 12 events where the team showcased 
the support available within CommBank for First Nations individuals 
experiencing financial abuse.
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Focus areas Activities FY24 progress

Enhance the cultural 
safety and accessibility of 
CommBank Next Chapter 
services and supports.

50. Complete a review of the ‘Understanding Economic and Financial Abuse in 
First Nations Communities’ report, integrating the recommendations into 
the Next Chapter program and where gaps are identified in research, address 
through subsequent research.

Achieved | During FY24, we commissioned an independent review of the 
UNSW Understanding Economic and Financial Abuse in First Nations 
Communities report to identify opportunities to strengthen CommBank 
Next Chapter in line with the report findings. The review provided several 
recommendations which have been actioned or are in progress, including: 

• Identifying opportunities to align our work with the Australian 
Government Aboriginal and Torres Strait Islander Action Plan under the 
National Plan to End Violence Against Women and Children (2022-32).

• Developing culturally appropriate resources for First Nations 
communities on topics including financial abuse and scams and frauds.

• Establishing relationships with organisations focused on addressing family 
violence in First Nations communities, including the First Nations Gender 
Justice Institute, First Nations Assistant Commissioner at the Domestic, 
Family and Sexual Violence Commission, and SNAICC - a national peak 
body for Aboriginal and Torres Strait Islander children and families.

• Partnering with First Nations organisations and experts to develop 
an understanding of financial abuse that reflects First Nations 
community experiences. 

• Increasing awareness of CommBank Next Chapter among CommBank 
teams, such as the Indigenous Customer Assistance Line (ICAL) and the 
Indigenous Leadership Team.

Support First Nations-led 
and informed approaches.

51. Present a proposal to our Indigenous Advisory Council to invest in the 
development of First Nations-led research that addresses social and 
intergeneration trauma in order to better understand the drivers of domestic 
violence and financial abuse. The proposal will include insights and feedback 
from First Nations stakeholders on where additional research is required as 
well as details on taking a First Nations-led approach to the research.

Achieved | Following a review of the prior mentioned report and the 
release of the Australian government’s Aboriginal and Torres Strait Islander 
Action Plan, we considered where additional research may help further our 
understanding of the issue as it impacts on First Nations communities. We 
presented a proposal to the Indigenous Advisory Council to invest in the 
development of First Nations-led research. Based on the discussion and 
guidance, we made the decision to leverage existing research to inform 
meaningful action in response to domestic violence and financial abuse.

52. Using the research findings, partner with First Nations organisations to 
create frameworks to prevent domestic violence and financial abuse and 
effectively support those currently impacted or recovering.

Achieved | Drawing on the findings of the Understanding Economic and 
Financial Abuse in First Nations Communities report, and a broader review 
of current national and international research into First Nations experiences 
of domestic violence and financial abuse, we partnered with ICAN Learn – a 
subsidiary of the Indigenous Consumer Assistance Network (ICAN) – to 
create frameworks to help prevent financial abuse and to support First 
Nations people who may be impacted or recovering from financial abuse.

In developing these frameworks, ICAN Learn convened an Advisory Group, 
comprising First Nations and non-First Nations customer representatives 
and other relevant parties, to provide insights and advice on how financial 
abuse manifests in First Nations communities. ICAN Learn held two focus 
groups with ICAN staff and board members to inform their work. CommBank 
and ICAN Learn will share these frameworks with organisations working with 
First Nations victims-survivors in FY25.
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Pillar 4: Transformation: 
Indigenous Customer 
Support Program

Focus areas Activities FY24 progress

Improve accessibility of 
our services

60. Through our Vulnerable and Indigenous Customer Assistance team, 
comprising our Indigenous Customer Assistance Line (ICAL) and our 
Financial Assist Services teams, review team processes to ensure the 
customer experience is empowered, culturally informed and accessible 
as we create a centre of excellence for customers experiencing isolation, 
hardship and vulnerability.

Achieved | Our ICAL service has undergone considerable changes in the 
past 24 months to provide simpler banking to meet our remote First Nations 
customers’ unique needs. These changes were discussed with the Aboriginal 
and Torres Strait Islander Community of Practice, the Indigenous Advisory 
Council, Indigenous Leadership Team as well as external organisations. 
Changes implemented have resulted in positive improvements for both 
customers and our ICAL team. Key changes include:

• Accepting community ID cards under AUSTRAC guidelines and 
improvements to our alternative ID form, with acceptance rates 
increasing to >95%.

• Increasing the ICAL team size, which has supported us to reduce wait 
times, which have since been maintained by the team. The increase in 
team size has also enabled the team to serve more customers.

• Having ICAL team members based in every state in Australia, 
supporting us to better represent the communities we serve, enabling 
more culturally informed support and providing us with the ability to 
have team members support their local communities on the ground 
when needed.

• Introducing an interpreter service to support customers where English is 
their second or third language.

• Improving our communications to financial counsellors, providing them 
with prompt information on our process changes.

Our First Nations Reach program was launched to improve access to banking 
services and manage processes that require in-person interactions.
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Focus areas Activities FY24 progress

61. Consult with the Aboriginal and Torres Strait Islander Community of 
Practice to better understand community needs and assess our ability 
and / or the appropriateness of expanding ICAL’s coverage to include 
less-remote First Nations customers who require additional support to 
meet their banking needs; for example, including older customers or those 
with a disability. Present review to Indigenous Advisory Council along with 
key recommendations.

Achieved | Our ICAL services have been expanded to any First Nations 
customer who requires the support of the ICAL team as a result of 
experiencing vulnerable circumstances. This has resulted in a ~25% growth 
in the ICAL customer base in the last 2 years. To continue to meet the 
needs of our customers, we are engaging with the Aboriginal and Torres 
Strait Islander Community of Practice to understand where we can make 
improvements to ICAL’s service offering as well as process and service 
improvements.

We acknowledge the recent Better Banking for Indigenous Consumers 
Project, which was undertaken by ASIC to identify First Nations customers 
who receive government or concession payments and who are eligible for a 
basic account but hold a full-service transaction account. CommBank has 
paused all overdraw, dishonour, monthly account and assisted withdrawal 
fees on our Smart Access and Complete Access accounts for Indigenous 
concession customers identified by CommBank in scope of ASIC’s Better 
Banking for Indigenous Consumers since August 2023. CommBank will 
create a new low-fee account with a nominal monthly fee for eligible 
concession customers including Indigenous concession customers. We 
will facilitate an account change using an opt-out approach for eligible 
concession customers to the new low fee account. Customers have the 
choice to retain their existing account or move to our basic account, 
Streamline Basic, as an alternative to the low fee account.

Uplift identification, data 
and insights.

67. Develop guidance for the business on the principles of First Nations 
data sovereignty to guide effective capture and use of data across the 
bank, working collaboratively with First Nations peoples to determine 
the principles. 

Achieved | In November 2023, the draft Indigenous Data Principles were 
shared with the Indigenous Advisory Council and Indigenous Leadership 
Team for feedback. Since then, the Indigenous Data Principles have informed 
the bank’s reconciliation measurement and evaluation framework and how 
First Nations employee data is captured. 
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Pillar 5: Transformation: 
Indigenous Carbon 
Economies

Focus areas Activities FY24 progress

Connect land owners to 
opportunities and support.

70. Build partnerships to effectively support communities who are interested in 
establishing new carbon projects and support their readiness and capability 
to enter the carbon market. Report on the number of partnerships developed 
and the key focus of each partnership through our annual RAP report.

Achieved our goals from FY23 | CommBank has an ongoing relationship 
with industry partner Indigenous Carbon Industry Network (ICIN), which 
has enabled us to sponsor the ICIN Savannah Burning Forum. We continue 
to work closely with ICIN to understand how we can further support 
communities interested in establishing new carbon projects.

71. Provide funding to support the establishment of new projects that seek 
to deliver environmental, social and cultural co-benefits to First Nations 
peoples and communities. Report on the number of projects funded annually 
through our annual RAP report.

Achieved our goals from FY23 | Through our Institutional Banking and 
Markets division and our Indigenous Business Banking team, we are working 
closely with various Indigenous carbon projects to understand funding 
requirements and opportunities to access CommBank financing. Due to 
client privacy, no further details on these partnerships can be provided at this 
time. In addition to these projects, CommBank has assessed financing for 
multiple projects, and we are currently in active discussions to help unlock 
capital for Indigenous carbon projects.

72. Identify at least one opportunity a year for our people to work with 
communities to support the growth of Indigenous carbon projects through 
sharing skills and knowledge.

Achieved FY24 goals | Across FY24 CommBank representatives attended 
several First Nations industry events, and spoke with First Nations people 
leading carbon projects, to understand opportunities to support the 
growth of carbon projects. In addition to the ICIN Savanna Fire Forum, 
representatives from CommBank attended the Carbon Market Institute’s 
Fire Farming Forum, which included discussions with First Nations leaders 
and organisations. During the forum, CommBank presented as part of the 
Trading and Investing Town Hall panel to raise awareness of our activities 
in the sector.
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Focus areas Activities FY24 progress

Build our knowledge 
and continually improve 
our approaches.

77. Where carbon offsets are required to offset our residual emissions, where 
possible, prioritise the use of First Nations carbon units.

Achieved FY24 goals | In FY24, 100% of CommBank’s Australian Carbon 
Credit Units (ACCU) purchased came from Indigenous carbon projects.

78. Work with our Indigenous carbon economies partners and our broader 
business partners to develop an approach to support our customers who are 
seeking to offset their own carbon footprint to purchase carbon certificates 
that directly benefit Aboriginal and Torres Strait Islanders peoples. Present 
findings to the Indigenous Advisory Council for endorsement.

Achieved | In early 2024, we presented the Indigenous Carbon Roadmap to 
the IAC, which noted that the best way for us to support self-determination 
for the sector was to focus on activating our channels to raise awareness 
of opportunities through amplifying success stories. Following the IAC’s 
support of the roadmap, in March 2024, CommBank held Momentum, 
a sustainability conference which invites attendees to explore a host of 
sustainability content and learn about various ideas and solutions that can 
help accelerate Australia’s transition to a brighter, more sustainable future. 
Suzanne Thompson, Director of ICIN, joined a panel to discuss how First 
Nations carbon projects are supporting a more sustainable future and what 
is needed to support these projects. You can read more about the 2024 
Momentum conference and Suzanne’s comments here.

Invest in the growth of 
Indigenous carbon economy.

79. Meet with current and potential clients to learn from them about the 
persistent and systemic issues that limit on-Country economic development 
opportunities. Use insights to develop a roadmap to address identified issues 
and present roadmap to the Indigenous Advisory Council.

Achieved our goals from FY23 | Over the past 12 months, we have 
focused on establishing relationships with current and potential clients 
to better understand the needs of the Indigenous carbon sector. In early 
2024, the Indigenous Carbon Roadmap was presented to the Indigenous 
Advisory Council. The roadmap was informed by the insights gained across 
FY23 and guided our initiatives for FY24. Our key areas of focus include 
creating opportunities to build the capability of the Indigenous carbon 
sector; advocating for an Indigenous carbon sector that embodies self-
determination; and raising awareness of Indigenous carbon opportunities 
through amplifying success stories. The roadmap is currently being refreshed 
ahead of our FY26-28 RAP to shape future priorities.

80. Annually sponsor a First Nations-led event focused on traditional land 
management to unlock knowledge and share insights for continual 
improvement, promote success stories and mobilise broader support from 
the business community.

Achieved FY24 goals | In February 2024, CommBank sponsored the ICIN 
North Australia Savanna Fire Forum in Darwin. The forum provided an 
opportunity to improve our understanding of the Indigenous carbon industry 
and to hear first-hand from First Nations leaders and the rangers who 
manage carbon projects.
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Governance and 
Reporting.

Focus areas Activities FY24 progress

Maintain strong 
governance over our 
reconciliation programs.

82. Maintain the Indigenous Advisory Council to guide development and 
implementation of the RAP and advise CommBank on reconciliation 
related matters:

• Meeting four times a year. Where Indigenous peoples are engaged with or 
participate in CommBank decisions or activities, including the members of 
the Indigenous Advisory Council and other consultative groups, ensuring 
they are adequately remunerated for their engagement.

• Maintaining an independent First Nations Chair and an appropriate gender, 
age and cultural mix.

• Ensuring a Group Executive (reporting to the CEO) maintains the role of 
Executive Sponsor for Yana Budjari and sits on the Indigenous Advisory 
Council. The Executive Sponsor will escalate issues and opportunities to 
the Executive Leadership Committee and CEO as required.

Achieved FY24 goals  | Our Indigenous Advisory Council met four times 
across FY24. Sean Gordon, Wangkumarra and Barkindji man, continued 
his appointment as Independent Chair of the Indigenous Advisory Council. 
For our First Nations members, we maintained a gender, culture and age 
mix, with no changes to our external membership since the launch of our 
RAP. Sian Lewis, Group Executive Human Resources (who reports to the 
CEO), remains our Yana Budjari Executive Sponsor and member of our 
Indigenous Advisory Council.

83. Maintain the Aboriginal and Torres Strait Islander Community of Practice to 
guide the Indigenous Customer Support Program:

• Meeting four times a year.
• Monitoring our compliance of Part 4 of the Code of Banking Practice as 

it relates to Aboriginal and Torres Strait Islander customers as a standing 
agenda item.

Achieved FY24 goals  | CommBank’s First Nations Community of Practice 
met four times in FY24. Discussion topics focused on improvements to 
support the accessibility and inclusiveness of CommBank’s products and 
services, particularly for remote First Nations customers. The meetings 
also provided an opportunity for Community of Practice members to raise 
community concerns, and have them appropriately addressed.
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Focus areas Activities FY24 progress

84. Maintain a RAP Working Group, consisting of employees with responsibility 
for RAP activities, to drive the implementation of actions by:

• Meeting quarterly to track, measure and report RAP progress as well as 
risks, stakeholder engagement and emerging opportunities.

• Conducting quarterly risk reviews to support integrity of our programs 
and relationships.

• Promoting RAP outcomes and stories to all employees via our intranet 
and yammer.

• Reviewing the Terms of Reference for the RAP Working Group annually.

Achieved FY24 goals through a revised approach | From January 2024, we 
completed a review of the RAP Working Group and governance structure 
to better enable timely reporting, risk reviews and to address emerging 
opportunities. The review resulted in moving away from quarterly RAP 
Working Group meetings to monthly governance meetings on priority areas, 
including Indigenous Community Experience; Indigenous business growth 
and success (Indigenous Businesses Banking, Carbon and Indigenous 
Procurement); Next Chapter and Indigenous Customer Support Program. 
During these meetings, our RAP delivery leads (who are responsible for each 
priority area) reported progress against RAP commitments and discussed 
broader strategy related successes, challenges, and blockers. This new 
approach to RAP governance has improved alignment with the Group’s 
broader approach to Environmental and Social governance.

Measure the impact of 
our approaches to ensure 
continual improvement and 
share our lessons with the 
RAP community and Financial 
Services Reconciliation 
Industry Networking Group.

88. Provide quarterly updates to Technology and Operations Indigenous 
Employment Steering Group to continually enhance the Technology 
and Operations Indigenous Program and collaborations across the 
CommBank Group.

Achieved FY24 goals | Five in-person meetings were held with the 
Technology and Operations Indigenous Employment Project Steering Group 
(PSG) in FY24. On the months where there were no face-to-face meetings 
held, updates were circulated to PSG members to keep them across project 
activities and progress.

Report on our progress 90. Report on reconciliation progress including by:

• meeting with Reconciliation Australia quarterly to report progress, 
challenges and lessons learned. 

• completing limited assurance on, and publicly disclosing in the Annual 
Report, annual completion of cultural capability training; total annual 
Indigenous procurement spend; total Indigenous employment numbers; 
and ICAL call numbers. 

• contacting Reconciliation Australia to request our unique link, to access 
the online RAP Impact Measurement Questionnaire and reporting RAP 
outcomes via the questionnaire annually

Achieved FY24 goals | In our annual report, we publicly disclose completion 
rates for Indigenous cultural development training completion; total annual 
Indigenous procurement spend, total Indigenous employment numbers, and 
ICAL calls received. We continue to share risks, challenges and opportunities 
with external stakeholders, including with Reconciliation Australia (RA), who 
we had regular engagement with during FY24. In September 2023, the First 
Nations Strategy and Partnerships team participated in a panel focused on 
reconciliation learnings and challenges as part of Reconciliation Australia’s 
Brisbane Reconciliation Roadshow. Meetings with Reconciliation Australia in 
January and in April 2024 provided us with an opportunity to share updates 
on our key achievements and lessons learned.

92. Report supply chain spend to Supply Nation on an annual basis. Achieved FY24 goals | We reported our FY23 spend with First Nations 
businesses to Supply Nation in September 2023. We are on track to provide 
them with our FY24 spend by end of September 2024. In addition, we 
report our annual spend with First Nations businesses in our Annual Report. 

Who to contact
The Commonwealth Bank First Nations Strategy 
and Partnerships team can be contacted at 
reconciliationactionplan@cba.com.au.

The Bankwest Sustainability team can be contacted on 
bankwestinthecommunity@bankwest.com.au.
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Our RAP Artwork.

Co-created by Kuku Yalanji and Woopaburra artist 
Leona McGrath, Indigenous organisation Yerrabingin, 
CommBank’s Indigenous and non-Indigenous 
employees, and members of the community, the 
creative design visually expresses our refreshed brand 
and values. The artwork is designed to symbolise the 
Bank’s respect for and celebration of Aboriginal and 
Torres Strait Islander histories and cultures as part of 
our RAP. The design conveys three central themes: 
Community, Connections and Wellbeing, and pairs some 
of the CommBank colours with traditional Aboriginal 
designs to create an artwork and narrative that will 
conjure connectedness and pride with our customers, 
communities and our people.
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