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Innovation Journey cont…  What has been our innovation journey? 

At each step of our innovation journey, we  
foster a culture of curiosity and collaboration 















CBA Innovation Lab 

36k  
visitors 

30+  
projects 

120k+ 
post-its 

~70  
Events 

Top 7  
Bank 
Labs 



What is 
Customer Centred Design? 



Feasibility 
What is technically 
and organisationally 
feasible? 

Viability 
What is financially  

viable? 

It’s solving the human problem 

Desirability 
What do customers desire? 



Doug Dietz 
Principal Designer 
General Electric Healthcare 















CBA projects 

Life Insurance retrospective 

Sending money overseas 

Charitable giving 

Integrated working capital 

New employee experience 

Retail collections and financial difficulties 

Albert terminal + PI app bank 



Any questions so far? 



Practical Session 
Customer Centred Design 





DEFINE 
 

EMPATHISE 
 

FRAME 
 

PROTOTYPE IDEATE 
 

TEST 
 

? 
 

PHASE 2 UNDERSTAND THE PROBLEM FIND THE SOLUTION 

DEFINE 
 STRATEGISE 
HYPOTHESISE 

ENGAGE 
EXPERIMENT 

TEST & LEARN 
DESIGN THINKING EXPERIMENTATION 

Finding the right 
question to ask, 
and who do we 
want to ask it? 

Speak to, 
observe, and 
walk a mile in 
the shoes of 
your users. 

Distillation of 
findings in to 
unmet needs  

and actionable 
insights. 

Brainstorming 
new ways to 

meet needs and 
remove pain 

points. 

 Build low fi 
prototypes of 

prioritised ideas 
to show to end 

users 

 Test with end 
users; if you 

build it, will they 
care? 

How we work in the Innovation Lab 

Phase 1 Phase 2 Phase 3 
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>> << 

What is the most significant transport problem we should be focusing on right 
now? 

 

How might we decrease the average peak journey time by 30%? 

 

How might we improve people’s commute experience? 

 

How might we improve people’s commute experience through increasing the 
convenience of public transport? 

DEFINE 
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EMPATHY 

“You never really understand a person until you consider things 
from his point of view..“ 
“Sir?” 
“…Until you climb into his skin and walk around in it” 
 
-- Atticus Finch 



Goal: Understand your customer; their motivations, pain points and delights:  

1. Pair up with the person sitting next to you 

2. Interview them about their experience of travelling to and from work.  Take 
notes in your work book.  

¾ What has been their best experience? Their worst? 

¾ Look to understand the emotional side of the experience, more than the 
rational. “How did that make you feel..?” 

¾ Bring out your inner 5 year old; ask lots of “why’s” 

EMPATHY 



FRAME 



Goal - Generate a focused expression of the problem or opportunity, based on 
your customer interview. 

1. Solo work this time 

2. Synthesize your interview notes; 

¾ What do you think they are trying to achieve?  

¾ What surprised you?  

¾ What stood out as particularly good or bad? 

¾ “Wifi” is not a need!  

FRAME 



IDEATE + PROTOTYPE 



Goal – Find new, breakthrough ways, to meet your customers needs. 

1. Solo work again 

2. Sketch out 3 concepts 

¾ Draw for storytelling, not art! 

3. Concentrate on desirability at this stage, whether it makes financial 
sense, or is technically possible, comes later. 

4. Focus on the end result for the customer and conveying that concept, 
more so that making it perfect.  

IDEATE + PROTOTYPE 



TEST 



Goal – To find out if you build it, will your customer care. 

1. Go back to your original buddy 

2. Explain your concepts, don’t sell it though! 

9 “This is an app that tells you when your bus will arrive at your stop. 
What are your thoughts?” 

X “This app solves all your problems and you’re going to love it!” 

3. What did they love, what did they hate? Would they use it? If so, when? 
If not, why not? 

TEST 



"I have not failed 10,000 times. I have  
successfully found 10,000 ways that will not work” 

- Thomas Edison 

ITERATE       TEST 



Goal – Build one great concept based on user feedback! 

1. Take your best concept, and build on it based on your customers 
feedback.  

¾ Perhaps you learnt something new about your customer from the 
feedback, incorporate new learning's! 

2. Go back to your buddy and present your final concept. 

¾ Again, what do they love or loathe? Would they use it, and when? 
How much would they pay for it?  

 

 

ITERATE       TEST 
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Focus on your end user 
Find the right problem to solve 

Test concepts quickly, learn early 
If you make it, will it make a difference? 

Innovation takes many forms 
It’s not always about technology 

1 

2 

3 

Three takeaways 



Thank you! 
Any questions? 

steve.brown@cba.com.au  |  livia.lam@cba.com.au  
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