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Effortless. Connected. Empowering.



DESIGNING FOR 
HOW PEOPLE LIVE

$4.6 trillion
assets

held by Australian ADIs

$140 billion 9 million
customerscontributed

to GDP by financial 
services sector

160 years
backing

people, communities 
and businesses

$2.4 billion $42.1 million
contributedto support

our customers 
during COVID

to our communities 
in 2020

Banking is a huge part of life. 
That’s why it should be designed 
around people and how they live.
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COVID-19 has accelerated the digital revolution and changed the face of banking. 

NEW WAYS OF LIVING. 
NEW WAYS OF BANKING.

Remote living & reduced ‘touch’ resulting in:

New ways of 
living/banking came:

QR codes are 
the new norm 

– payment via quick code link
15 million SMEs 

in China accept QR code 
payments from Alipay

Dramatic 
decrease in 
cash use: 

down 46%
in 13 years

Dramatic increase 
in mobile banking 

53%
bank on a 

smartphone

50%
of our digitally 

active customers 
use mobile 
exclusively 
for banking

More online 
services

– customers need 
to find info and 

get in touch with 
us more easily

Customers needed to do more online 
(self-service in app)

Customers need 
to communicate with 
us in a different way: 

Zoom boom 
– huge increase in Zoom 

and FaceTime 
appointments…and in 

Zoom’s share price
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Leaning into digital – and evolving with the market. 

ADAPTING 
TO CHANGE

Digital 
strengths

Mobile 
improvements

Website 
improvements

Digital 
comms

93% of customer 
interactions on 
phone, by video 

or online

Card self-service Online chat and  
virtual assistant

• 60-minute unconditional  
approvals

• Simple home loans
• Digital signatures
• Partnerships 

(Slyp, VISA Medipass)

Innovation

Different 
ways of 

delivering faster 
for our 

customers



55

How changes in behaviour shaped our approach to banking.

DIGITAL
ACCELERATION

More app 
features: 
payment 

functionality No branch visits

Increased calls

Concerned 
customers

Online 
applications 
for products, 

JobKeeper, loans

Digital signatures: 
>95% of broker-

originated mortgages 
used e-signatures

Use of QR codes 
for customer 
information

Zoom 
appointments: 

Over 40% of home 
lending meetings

More contact channels: 
Google messaging, 

WhatsApp and Facebook



First Australian bank
to offer banking 
controls via app

45% increase in 
conversations
in virtual assistant

First Australian bank
to introduce Google 
business messaging

30,000 employees 
working from home 
within 3 weeks

Evolution happened for our customers – and for us.

INNOVATING
AS A WAY OF LIFE
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Designing for the customer is now our new norm. The next wave of innovation looks like this. 

WHAT’S 
NEXT

What we are doing

Boosting the 
NAB app

Staying 
secure

Two-way 
communications

and 
correspondence

Smart, intuitive 
nudges for day-to-

day banking

Continue 
to be 

customer 
obsessed

Insights 
driven

How we are doing it

Deliver 
at speed

Boosting 
personalisation 



THANK YOU

Important information: Terms & conditions, fees & charges apply to all NAB products. Our credit products are subject to lending and eligibility criteria (available upon request). *Consider the NAB Internet Banking terms and conditions and NAB Connect terms and conditions (available 
at nab.com.au) before making any decisions regarding these products. Products issued by NAB. ^NAB is Australia’s Biggest Business Lender according to Monthly Banking Statistics lending data (non-financial corporations) published by the Australian Prudential Regulation Authority as at
November 2020. The information provided in this document is intended to be of a general nature only. It has been prepared without considering your objectives, financial situation or needs. Before acting on the information in this document, National Australia Bank Limited (ABN 12 004 044 
937, AFSL and Australian Credit Licence 230686) (NAB) recommends you consider whether it is appropriate for your objectives, financial situation and needs. NAB recommends that you seek independent advice before acting on any information in this brochure. ©2021 National Australia 
Bank Limited ABN 12 004 044 937, AFSL and Australian Credit Licence Number 230686

http://nab.com.au/
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