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Commonwealth Bank: Creating a 
Customer-Centric Model for  
Flexible Working 

Travel Choices can help your organisation, for more information visit

mysydneycbd.nsw.gov.au/travelchoices

What have  
they achieved? 
By embracing iCAN Flex, 
the Commonwealth Bank 
is working towards an 
environment that suits 
employees’ style and 
working habits, and in 
2017, 69 per cent of their 
workforce worked flexibly. 

Overview
Flexibility has been at the core of how people work at the Commonwealth 
Bank for many years. In 2016, iCAN Flex was launched to offer an 
outcomes-based, ‘reason-neutral’ approach to flexible working that 
meets the needs of their people, their customers and their business.

Best Practice
The iCAN Flex approach is designed to promote and facilitate the benefits 
of both formal and informal flexible work arrangements for people. A 
range of flexible working options are available, including: altering normal 
work hours, working from home, reduced hours, job sharing, compressed 
working weeks, working from other Commonwealth Bank locations, part-
time roles and adaptable roles where a team member may work in one 
role for part of the week and in another for the rest of the week. 

The ‘reason-neutral’ policy means that no one reason for requesting 
flex is any more or less legitimate than another and discussions are 
encouraged to find an arrangement that works for everyone.

How did they do it?
To ensure iCAN Flex would be sustainable and flexible, an iCAN 
online platform provides tools and resources to assist employees 
and managers in making it work. Stories of people successfully role 
modelling flexible working also supports the discussions. The tools 
and resources include:

 ✚ a job re-design tool which starts the conversation around what roles 
entail and how individual requirements can be supported

 ✚ communication packs for leaders and managers to share insights and 
processes easily and effectively with their teams

 ✚ a training program for HR practitioners to support them in supporting 
their business in implementing and managing flex 

 ✚ online and hard copy self-help manuals for managers and employees 
to quickly and easily understand the approach to flex and how to go 
about starting the conversation.

Following the launch, Commonwealth Bank’s Group Lending Services 
team trialled iCAN Flex with 160 employees in a flexible working test-
and-learn pilot, encouraging employees to work periodically from home. 
After the four-month trial, 90 per cent of participants said they felt more 
engaged, while customer outputs increased 12 per cent, thanks to fewer 
interruptions, better concentration and increased commitment. The 
success of the pilot saw some 3500 eligible staff across Australia offered 
the opportunity to work from home.


