Hi, I'm Nura

Product designer excelling at driving discussions, empathy & getting results



Carbon tracker

A native app feature that tracks carbon emissions against spendings



My design process

Discover & Define Design & Deliver

Engage Discover Explore UX Specify UX Explore Ul Specify Ul Inception
opportunity



Experimental product

Customer opportunity

Climate-aware customers
struggle to measure and address
their environmental impact

Business opportunity

Engage millennials by leveraging
their climate change motivation

Engage

Partnership opportunity

Cogo: NZ & UK based carbon
data and offset provider
offers retail carbon emissions
data, reduction actions, and
offset mechanisms



Key assumptions

Desirability

customers are interested in
engaging with their financial
Institutions beyond purely
banking purposes

Engage

Feasibility

CBA is able to deliver a
seamlessly embed carbon
tracking within CommBank App
to promote digital engagement



Define purposes Engage

Beyond Banking purpose
Creating new and more
meaningful experiences and
products Beyond just Banking

Project purpose

Give our digital customers the
ability to make conscious
financial decisions by delivering
the integrations and technology
which encourage sustainable
banking and greater financial
responsibility



Discover opportunity

Understand target users

Learn from Cogo Cogo persona research

Amber discovery research

Cogo pilot segmentation

Understand how Cogo
operate, motivation,
vision and values

Understand existing research
around target users and their
traits

Interpret the target users
through the project lens

gy pen, <ot enrssns Phase One - Pilot Segmentation
el B spnuahen U RGO K ixhase Planet focus
- - ) T When... Pilot personas were established through transaction analysis and digital behaviour
Products v About v Expertise v ContentHub v ContactUs |  Request Demo Care and concern for the state of the environment as main
g motivation, especially climate change, pollution, and concerned

about climate
change and the

environment @ @ D %

wasla, .

Carbon Data

Behavioural Science

At Cogo we know that measuring carben
footprints Is only half of the challenge.

Built by our team of world-leading carbon

Places importance in the societal changes needed as well
footprint experts and data sclentists,

as individual. Taking action in bigger groups &.g. climate

Cogo's carbon calculator draws on c 0 0 Consumers and businesses need marches, education, policy, and business. | want to...
market-specific emissions data from g personalised, relevant nudges to help : 2 influ ence ot hers
_Ig:f'ernment ahgem:ies a;d unive(rsities. . lhelm take action on reducing their carbon ’ Carbon conscious SUS‘tﬂII’IabI‘ItY seeklng Dlgltauy EHQ&gEd A random sample of all
is approach ensures the most accura emissions, < f
footprinit for your customers. So |l can... customers who have customers who may want customers who actively marketable customers, will

Learn More >

10:08 pm

Learn More -

Sustainability is a key part of identity e.g. studies or works
in the area, part of groups, social life.

accelerate large
scale change

already made an offset
and are shopping with
planet-friendly brands.

Sample size — 24,000

to have a positive impact
on the planet. This could
be through significant
purchases, or lifestyle
swaps.

Sample size — 80,000

leveraging CommBank's
tech innovation — through
digital wallet spend, share
trading or engaging with
smart app features.

Sample size — 75,000

allow us to assess the
uplift from our attribute
targeting approach and
reveal viable segments.

Sample size - 50,000

Mid focus When...

Trying to be more sustainable, but also cares about other
issues - generally Just wants to make good cholces.

thinking about
how I live my

® life

= EYoulube a

-

Paris POC - Exclusions, Targeting and Keywords, Volumes

| want to...

Go Meutral, Wren Carbon, Ecologl, Climate Care, Tasman, Greenfleet, Carbon

More of an individe *~ B ges o All Customer 31,310,919 Carbon Offset
il ’ > ) & Cogo Lookakka  Transaction Positive Australia, Mature Canservancy Australia
fives. Many are tracking their usage, but less know how to track their green _ o
Global Exclusion 29,384,564 Lookalike Brands**  Patagonia, Vieja, Lush, All Birds
Usage Bsineis Mandatary Sxclsion ALE20,656 Water tank, Gardeners water tank, Bushmans Tanks, Southern Tank, Echo Heat,
A y T n Laras Purchased King span, Agua mate, Reef bikes, Dysan bikes, Voltion, Tesla
They talk about sus Ablllty to track usage Main Flag 9,869,344
their identity - they o Emvironmentally X .
pursuing a caresr 1 Age18-75 7,303,355 mas,:abqw Friendly Super** CHLS Super, Future Super, Ethical Supar
43 o )
(2 ' . Active in CommBank App 5,634,199 : Vegan, vegetarlan, Eco friandly, Recyeling, recycia
COGO'SESSIONS ak v's‘u” ma Everytlay spending  Gzharyeat, Blopak, Too Good to Go, The Sourcs Bulk Foods, Frank Green, Huskee
16 DECEMBER 2020 5 S R Financlal Wellbeing not 'HT® 3,536,988 Sy Cup. Go for Zaro, Ecostore
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i ¥ 66% 63% 71% 71%
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I'd be very interested in knowing
how to reduce my carbon footprint

Would be very helpful in saving
energy and money

1w Commorwanhth Bank of Austrafin | Confidentisl




Target users - assumptions

Cogo Lookalikes

Have already made an offset
and are shopping with
planet-friendly brands.

Sustainability-Minded

May want to have a positive
Impact on the planet. This
could be through significant
purchases, or lifestyle swaps

Discover opportunity

Digitally Aware

Actively leveraging CommBank’s
tech innovation — through digital
wallet spend, share trading or
engaging with smart app features




Understand user journey Discover opportunity

Competitor analysis Key journey assumption

Understand key features, flows Recognise the pattern
and different value props analysing competitors and
iIdentify key differentiators

Aerial o Aerial(cont.)

Carbon footprint tracking app

» Welcome

On-boarding * Walk-through

* Sign up with email, Facebook, etc.
* Answer questions

Sign-up
+ Get personal carbon emission results
Entry * As well as relative emission results
« Basic carbon footprint categaries: Food, Transpart and Flights = Dffars Auto offset — pay based on your carbon footprint, and subscription . . . . .
* Messurament: kg €Oz * Downside - anccurage veds o manualy ngut e daly sty * Get tailored dashboard with the breakdown of personal carbon emissions — Transport, Diet, Purchase, etc.
» et climate change action plans
Engagement « Encourage carbon offsetting — based on personal carbon emissions or sunscription
One small step One small step(cont.)
PO —- m; | — e = o P —  foy * Track the progress
] I ey = Mg s . . H
% [ oo - E @ Extesision Invite/refer to friends
AR T S - 2 @ 5] = o
i, e 15 .
.\‘:-'. irea and moat educational carbon footprint tracking ap e
WSRO, bk i i e i = AR

Earthhero




Carbon tracker user journey - assumption

User journey map

CoGo users

BIO :  JTBD
CoGo users have eco anxiety and intention to take climate actions in +  When... purchasing or managing my finance
their everyday life by being conscious of choosing where they spend 5
money - i.e. significant purchases, or life style swaps. They are willing :  lwant to.. understand how my spending habits impact to the environment
to learn more about how they can contribute as an individual to :
improve the environment, and do more if they can with a bit of ¢ Sol can.. be conscious of making more ethical spending decisions and
guidance. + create positive impact to the environment
.
AWARE ENTER ENGAGE TAKE ACTION EXTENSION
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Discover opportunity

Brainstorming

How might we inform
customers about their
carbon footprints?

Z_ Jot down some ideas! (7 mins)

Brainstorming

How might we
help customers act
on their carbon footprints?

Z. Jot down some ideas! (7 mins)



ogo Discovery Desigh Workshop

Engineers

Agenda

First half — learning

* The What, Why, How
+ why we are here, what we are doing, and
how
« Background
+ About carbon tracking, offsetting
+ Target groups: CoGo personas

+ Industry examples

Designers

Product Owners

Second half — doing activities
* Empathy mapping

* Brainstorming: feature sketch

-

Chrome  File

@ @ 301121 _CoGo_Discovery_Des

social cause related to sustainability or animal wedfan.

®

= Empathy mapping: CoGo Leok % = Empathy mapping: Sustainabll % | =+

C & Not Secure | bibex.dev.cba:d000/8d7XleDS0rleSYROU

Apps B Ux B W & admin 5 EDC B Current project

[RESEARCH]

+ B3% of Aussies could not name b single "sistainable bratd”
whan sk

* 7% of Aussies belleve there should be mone relisble and
accesaibie ways bo evaliiste whether o beand is sustsinable or
not.

irORg BOVOCECY SN AWATANSSE for SUPROTIING SCo-CRuReS,
Actively promate their ideals

Listens to enviranmerdal podeasts and fallows the news
about climats polties clasaly

Makas upgrade ta thalr home ta be eca-friendly and
suntainable - a.g installing nolar panels

Social feed is sthically focused
‘of big companies sne trying 10 seem more

Saning which companies and brands are making a meaningful #
difference and seeing which brands ‘gresnwnah’ their
upprasch

Lawrence

Screan 1!

- clear visualsations an whare their spanding goes in
farma of their carbon foolpeing

- mhifty t0 see a snapshol of sgrdicant contrivutars
ta their spend

- aiiity 1 5eroll through tha manths and sas how
et (racking evohes pec month
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=
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IRESEARCH]

Harvard Buainess Revew:

Mithough 65% of consumers sy they want to buy purpose-
driven brands that advocate sustainabiity, only 26% actually
do.

1 want b0 undersiand mors hew my spanding transiates
contributes ta my personal ermvironmental imgact

Vwonder if the planet-friendly shops fm shopping #t is
making o differonce?

How can they make a more maaningful impact?

What will It cost me?

How will my actiors maks an impact when compared to the
Nargar govammant/ corporate bnpact?

s what fm doing making a difarence? How bs it making &
ditferercaT

How can | influence others to adopt my ideals and hal
Whit seemns preachy aod what sesms mesningful in t

HBig corp banking might not be the way to go and
should be confidant in tha smaller, more sthical bk

Vwtabvd | cesild ks othar paaphe sen thit changs
made if everyons did their bit

Ilove this product but what is its impact on th i
need 1o change my habita?

Lok

Explore UX

g% a g EQ N

[E Reading List

[RESEARCH] IRESEARCH]
90% af Australtans have changed their bahaviours 1o five in a 8% of Aurssies share o fealing af cancern ahout wasting the
more sustainabile wey. ety rescaices

[RESEARCH]
Altheugh moee than 67% of Australlan canaw
willingiess to change thelr habits, many an

I worried thsat m supperting 8 campany thal doesnt care &
‘wbcart the srviranmant

[RESEARCH]

= Millennisls snd Gen Z are making lifestyle cholces hawed on
thelr sustainability valuset that go well beyond the recycling
anel EYD shapping bags

opting for public traneport o plant-hased dists
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o0
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Discovery concept test

all ¥ =m

< Smart Access ®

This month =+~

Me

People-like-me (Avg.)

Australia (Avg.)

Offset

See other sustainable actions

Category breakdown

Groceries

33%

@ Groceries

25 transactions

Transport
&> P
8 transactions

Shopping
Iﬁ 12 transactions

Energy

1 transactions
Travel
% 1 transactions

@ = &

Harme Accounts Pay

1,562 kg coze

1,562 kg CO2e

30%

488.60 kg COZ2e

14%

203.06 kg COZe

13%

203.06 kg CO2e

Cards For yau

all F .
< Groceries
This month =--- 562.32 kg CO2e
Me 562.32 kg CO2e
People-like-me [Avg.) 471 kg CO2a
Australia (Avg.) 455 kg CO2e

Offset Set auto-offset

Sustainable actions See al

Food  Grocery
- 4 » Eat a plant based diet

}S&a\ Farmi

a hug

nimals for mat and dairy has

ct on def

Food Grocery Home

m Buy food in bulk

Food Grocery Home

» Composting

tralian household throws

== away an average of 6.4 milion...

Activity

Greener choice
This highlights eco-friendly shops

See Greener choices only

Fri 31st Dec, 4 days ago

Romeos Foodhall South
F"'[ Eveleigh Aus Card -$90.99
XxB8652

® Greener choice
La Petite Fauxmagerie
{5 Newtown Aus Card -$41.20

Kx4273

Woolworths 1318 Crows

& Ns Aus Card ¥x4237 -$8.50

Wed 29th Dec, 6 days ago

@ = ® B %X

Home Accounts Pay Caris For you

Choose an offset option

Choose an carbon offset option and

remove the equivalant amount of carbon

you've produced. You can change or
cancel your option anytime.

By Offset carbon from the

Catergories hgice - 6.g. Groceries

In

Proportion . ish 1 offset

Select Monthly or yearly
option to automatically
offset your emission

Subscribe

Your carbon offset will fund

these projects

CoGo is providing CommBank Customers
with the most credible Australian offsets,

Which are sourced from GreenCollar

GreenCollar is Australia's largest an most

credible supplier of high-quality,

nature-based offsets. By choosing to go
neutral, this is some of the incredible work

you will be supporting.

See all projects

spend categories of your

Choose or customise the
% of carbon footprint you

Explore UX

Key findings

* Increase carbon literacy
» Suggest relatable carbon metrics

Make tangible suggestions

* Transparent carbon calculation

Unexpected findings

* Feed motivation - encourage green choices
» Green washing

« Keep It separate from the core banking experience



Specify goals & UX direction Specify UX

Key goals Beyond Banking vision
Creating new and more

meaningful experiences and

* Promote actionable steps oroducts Beyond just Banking
* Improve digital banking value

 Enhance customer education on sustainability

Key metrics
o # customers onboard onto Carbon Tracker and
begin tracking

* % of customers onboarded onto Carbon
Tracker go on to engage with actions



Specify UX

Experience principles

Making the invisible Making the change Make the change Make the change Making the

visible easy feel good personal change social

 Avoid feeding negative feelings
- e.g. guilt

Timely push notification, positive and
relevant to their own spending data

« See what the right actions’ are

Quantify customers carbon
emissions and their
sustainable impact

« Simplify changes using
easy-to-understand languages
and bite-sized content

« Prescriptive social norms (what we
think we should do) based on what's
socially acceptable & valued

* Try not to mak them defensive

» Hassle-free suggestions

» Evoke curiosity instead

* Leverage positive emotions
- e.g. pride, recognition

« Descriptive social norms (what

most other people are doing)



Explore & specify Ul Design & Deliver

Getting it delivery ready

» Collaboration with Cogo team re content
» Socialise with designers & UX writer at huddles

« Socialise at Flying Ul - align with the current
CommBank app look and feel

you can do

« Specify Ul - learn and adopted Honeycomb =y [ pE—

» Handle compliance requirements = ==

 Deliver accessibility requirements I | [

How is my
carbon

« Usability testing and iteration T

What does
co2
equivalent
mean?

How do |
learn about
my footprint
& lowering
it? sustainable

Who's B action

CoGo?

reduce your

Ul spec file



Making the
invisible
visible

Day1

Making the
change
easy

9:00 ull = ..
>< Carbon tracker
Fabruary foatprint 1,862
|1 E— ]

Track and reduce your carbon
emissions

Each time we travel, spend or eat, we
contribute to emissions of carbon dioxide
into the atmosphere

You can now get an overview of your
monthly carbon footprint in the app and
explore ways to reduce it

Carbon tracker in a snapshot

What to expect of our new feature
Hﬂu Manthly ﬁ Category
footprint breakdown

Sustainable
[:[ﬁ S 5%:.3 Carbon offset
actions

How we calculate your carbon
footprint

Your carbon footprint is calculated using
some of your personal CommBank debit card,
credit card and BPAY transactions. We then
combine these transactions with Cogo's
industry carbon emissions data to estimate
your carbon footprint over a month.

Purchases made by cash, or from business
accounts or other platforms (e.g. Afterpay,
PayPal), even if ultimately paid off through a
personal CommBank product, will not be
included in your carbon footprint calculations.

Your data is confidential and is not disclosed
to Cogo.

Who's Cogo?

Things you should know

We're collecting your transaction data so we can
correlate your spending habits with carbon emissions

941 all = .
£ Carbon tracker
Your footpirnt What you can do

July footprint 987
In kilograms of CO2 equivalent

Jul

Jun

May

MNational average: 1,280*

* Sustainable footprint: Approx. 200kg/month

Your July footprint is equivalent to

@ Driving 5,813 16 trees
km by car being cut

Category breakdown

The main spending categories contributing to
your carbon footprint

& &

Groceries Transport
63% 37%
622 kg 365 kg

Explore what you can do

Carbon footprint FAQs

What is a carbon footprint? >
How is my carbon footprint calculated? >
What does CO2 equivalent mean? >

I R [ [ P T S| T I el ot R O .

9:41 all = =8

£ Carbon tracker

Your footprint What you can do

Take sustainable action

Get tips on how to live more sustainably and
reduce your carbon footprint on your own

Eat plant based Transport

Start by going Walk, cycle or use
meat-free just 1-2 public transport
days a week instead of driving

The articles are intended to provide general information
of an educational nature only. The infarmation in these
articles have been provided by Coogo.

Support green projects

Partially offset your emissions by funding
these credible projects

Jandra/Nulty Regeneration

Regenerate land in North West New
South Wales

Offset June footprint

Carbon offset FAQs

What's carbon offsetting? >

Does CommBank manaage the offsets? 5



Day1

Key findings

Transparent carbon calculation

: 1
Increase carbon literacy
Suggest relatable carbon metrics
Make tangible suggestions °

Keep It separate from the core
banking experience

2

9:00 «ll = -
)( Carbon tracker
February foatprint 1,582
|1 E— ]

Track and reduce your carbon
emissions

Each time we travel, spend or eat, we
contribute to emissions of carbon dioxide
into the atmosphere

You can now get an overview of your
monthly carbon footprint in the app and
explore ways to reduce it

Carbon tracker in a snapshot

What to expect of our new feature
I]ﬂu Maonthly ﬁ Category
footprint breakdown

Sustainable
E]ﬁ : § ;%::3 Carbon offset
actions

How we calculate your carbon
footprint

Your carbon footprint is calculated using
same of vour personal CommBank_ debit ¢ard,
credit card and BPAY transactions. We then
combine these transactions with Cogo's
industry carbon emissions data to estimate
your carbon footprint over a month.

Purchases made by cash, or from business
accounts or other platforms (e.g. Afterpay,
PayPal), even if ultimately paid off through a
personal CommBank product, will not be
included in your carbon footprint calculations.

Your data is confidential and is not disclosed
to Cogo.

Who's Cogo?

Things you should know

We're collecting your transaction data so we can
correlate your spending habits with carbon emissions

941 all = .
4 Carbon tracker
Your footpirnt What you can do

July footprint 987
In kilograms of CO2 equivalent

Jul

Jun

May

MNational average: 1,280*

* Sustainable footprint: Approx. 200kg/month

Your July footprint is equivalent to

@ Driving 5,813 16 trees
km by car being cut

Category breakdown

The main spending categories contributing to
your carbon footprint

& &

Groceries Transport
63% 37%
622 kg 365 kg

Explore what you can do

Carbon footprint FAQs

What is a carbon footprint? >
How is my carbon footprint calculated? p
What does CO2 equivalent mean? >
A Rl A, LRy GGl e T N

9:41 all = .

{ Carbon tracker

Your footprint What you can do

Take sustainable action

Get tips on how to live more sustainably and
reduce your carbon footprint on your own

Eat plant based Transport
Start by going Walk, cycle or use
meat-free just 1-2 public transport
days a week instead of driving
The articles are intended to provide general information
of an educational nature "_'I"l;'!,.'. The infarmation in these

articles have been provided by Coao.

Support green projects

Partially offset your emissions by funding
these credible projects

Jandra/Nulty Regeneration

Regenerate land in North West New
South Wales

Offset June footprint

Carbon offset FAQs

What's carbon offsetting? >

Does CommBank manaage the offsets? %



[ I -  Enhanced stakeholder engagement and relationship
Carbon tracker’s evolving entandr
« Early and often feedback - creating solution together
* |Incremental delivery
* Further iterating implementing feedback from customers
— T 9:41 all T @ 9:41 wil & =m
09:41 all T mm
OF_tﬂbEf fngtnrint | 1,406 < Gategury bragkdown < Groceries X Take sustainable action
In kilograms of CO2 equivalent ()
October footprint 1,406

ot N

5 In kilograms of CO2 equivalent ()
ep

| — NI

MNational average: 1,280*

* Sustainable footprint: Approx. 200kg/month 487 555 300 340 567 562

Groceries
ﬁ 562 kg CO2e 35% > fay Jun Jul Aug Sep Oct

Eat plant based

Your October footprint is equivalent to

Driving approx. 5,813 km by car

Category breakdown

The main spending categories contributing to
your carbon footprint

) &3 B

Groceries Transport Shopping
36% 30% 14%
562 kg 469 kg 219 kg

View all categories

Explore what you can do

Transport
469 kg CO2e

Shopping
219 kg CO2e

Eating out
78 kg CO2e

Utilities
39 kg CO2e

Travel
39 ka CO2e

30%

14%

5%

2.5%

2.5%

October 1-23
@ 562 kg CO2e
Total spend: -$702.31

Sun 18 Oct 5 days ago

[% IGA Local Grocer Centr
Milsons Point Xx9020

53 kg CO2e

Wed 14 Oct 8 days ago

@ Hellofresh Chippendale
AU Aus Card Xx9020

-$83.08

-$90.99

Carbon tracking is unavailable

Sun 11 Oct 12 dave aco

Going meat-free for 2 days a week equals to

@@, &.2kg cO2e saved

G@ 5.4 tress planted per year

Livestock farming is one of the largest
contributors to greenhouse gas emissions and
also contributes to deforestation, water
pollution and erosion. Switching to a plant-
based diet can cut your carbon emissions by
up to 70% and can help you save money too

Where do | begin?

Plant-based recipes are easy to find online
and supermarkets have abundant alternatives
for meat and dairy.

Kaearn raadinm



Outcomes

Platform level contribution

Understood the product
constraints and created a space
for the a sustainable practice
Initiated by a bank for the first
time ever in Australia.

Avg. 10k new visitors per month

Since the launch in July 2022,
avg. 40% of the new visitors
tracking their footprint monthly

95% of new customer

Curious customers are getting
onboarded each month and
viewing their emissions



Since joined CBA

Design projects

Other contributions

Delivered the end-to-end Carbon tracker experience within
the CommBank app as a Product designer

Delivered Bolt Investing MVP Order management feature

Currently shaping Investing 2.0 International Holdings and
Order management experience

Created a product vision, goals and objectives for a new
Travel Hub project via stakeholder workshops

Chapter initiative - Q422 Chapter mixer committee
Mentoring Grads

Co-host ForYou & Eco-system Huddle, Investing Huddle (Design critique sessions)



...Ul/UX designer and has collaborated with
the team effectively...

Feedback from the squad

_ ...\Nlura is open to feedback and the designs
Collaborative are developed methodically...

Arjun, Snr BackEnd dev
... a great help to communicate to the relevant
stake holders to gather and document
requirements... | really appreciate the
conversations Nura is having behind the Reviewing the implementation and managing
Effective scenes that clears the path for the engineers. the Ul in Figma and copy has also been a
communication _ great help..
Sascha, Snr Android dev
Sascha, Snr Android dev

...Initiative when it comes to reaching out to other

_ teams..
Unblocking

Her designs in Figma are a great reference
and guidelines to help the implementation.

Issues
Lawrence, PO

Visual Sascha, Snr Android dev

Proactiveness ...responses are timely and requirements explained

in an easily understandable way. communication

Nura's work is clear, concise and describe

precisely.. Not only provide ‘how’, but also give
us 'Why'

Craig, Snr iOS dev

Hong, QA



Thanks for your attention.

Any questions, please reach out.

Nura Lim

hj.nura.lim@gmail.com
\Linkedln\



https://www.linkedin.com/in/itsnura/

