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QW28: Can you please provide examples of all balanced scorecards for your retail branch, contact 

centre and business banking roles? 

Answer: Our bankers are rewarded for having high quality conversations with customers to identify and 

help them meet their financial needs and for providing great customer service. 

To be eligible to receive an incentive, bankers need to meet clearly outlined risk, compliance and 

behavioural expectations, aligned to doing the right things by our customers. These include: 

 completing (and documenting) a comprehensive needs conversation with the customer, 

which is the basis for any products being offered 

 being fully accredited to sell any products sold 

 following all internal policies and processes applicable to their role 

 demonstrating behaviours that meet clearly outlined conduct and Values expectations.  

There are no requirements or incentive to sell a minimum number of any particular product (our 






