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Dear Secretariat,  

  

Re: Submission to Senate Inquiry into ‘Bank closures in regional Australia’ 

The Commonwealth Bank of Australia (CBA) welcomes the opportunity to contribute to the Senate Standing 

Committee on Rural and Regional Affairs and Transport References Committee inquiry into ‘bank closures in regional 

Australia’. 

 

CBA operates the largest branch network in the country and we are proud of the role our branches play in regional 

communities. Our regional branches play an important role for our customers now and into the future. 39 per cent of 

CBA branches are based in regional Australia, supporting the 28 per cent of Australians who live outside capital cities.  

 

When considering a change to our services, we take a range of factors into account. Central to this is ensuring our 

customers continue to have access to a range of suitable banking services, including through our own channels, or via 

Bank@Post. This submission outlines those factors and options available to our customers as we continue to respond 

to the digitisation of the economy and banking services. 

 

Technological progress over recent decades has influenced how Australians choose to access services, like banking. 

We recognise that some Australians prefer to use a bank branch in their local area, and so understandably have 

concerns about any change in these services. In the case where a branch closes, we closely support these customers 

to help them with the transition to other local physical services and banking channels.  

 

Following consideration of a request from the Senate Committee, CBA will not close any regional branches while the 

Senate Inquiry is underway in 2023.  

 

1. Changing customer preferences 

 

CBA has observed a clear shift in customer preferences towards digital and phone-based banking channels over many 

years. As has occurred in other industries, many customers and businesses have adopted the benefits offered by 

digitisation. This is true for banking and financial services, as much as it is for media and streaming services, 

telehealth, and ride-sharing. 
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