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1. Introduction
This training guide has been developed by Vision Australia and its clients to introduce the basics of online banking. Users of this training guide must have a working knowledge of the keyboard and skills in Windows XP using either JAWS 9 or above or NVDA 2011-2, Microsoft Word 2003 or above and Internet Explorer 8. Note: If you are using any version above JAWS 9 some of the commands in this training guide will not be applicable as later versions of JAWS contain the auto forms mode feature.
The document was last updated on 24 June 2011. If the Commonwealth Bank changes the online banking section of their website and this training guide is out of date please contact Vision Australia on 1300 847 466 and ask for the AT Helpdesk.
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2. General NetBank Navigation Tips
Navigating NetBank using a screen reader and the keyboard is straight forward if you remember a couple of things:

· The Screen Reader Link List command of INSERT+F7 will allow you to jump between all sections of NetBank. It is the quickest way to bring up a list of sections.

· Using the Screen Reader Navigation Quick key of H jumps to the heading of the section and past all the menu links.

· Using Screen Reader table navigation commands such as ctrl+alt+arrow keys to read tabular information. Note that a lot of information in NetBank is in a table format to make it easy to read. Using the Screen Reader table navigation commands is essential to your understanding of the information.

The following Screen Reader commands will be useful:

· Pressing the Navigation Quick key of F jumps to the next form field on the page, a form field is one of edit box, combo box, check box, radio button or button.

· Pressing the Navigation Quick key of B jumps to a button, the Navigation Quick keys of C jumps to a combo box, X to a checkbox, R to a radio button and E to an edit box.

· Pressing the Navigation Quick key of T jumps to a table.

· Pressing the Navigation Quick key of H jumps to a heading.

Using the above key information and the sections below should help in navigating around NetBank. Note that Navigation Quick keys will be referred to as “Quick key” throughout the remainder of this training guide.

3. How to register for online banking
To register for online banking with Commonwealth Bank, known as NetBank, you need to have a Commonwealth Bank credit card, Debit MasterCard or Keycard, which the bank will use to identify you. You will also need your PIN and telephone banking password. No telephone banking password? Call 13 2221, to register over the phone.

4. Logging on

4.1
How to log on

· Open the Internet Explorer browser

· Load the NetBank Logon webpage using the web address: www.netbank.commbank.com.au
When the webpage loads the focus should be on the Client Number edit box. If you’re not already in the Client Number edit box, use the Quick key of F and shift+f to move to the Client Number box and press enter to turn on Forms mode. (Note if you are using JAWS 10 or above, pressing enter may not be required as auto forms mode may do this for you.)

· Type in your NetBank client number. 

· Press tab to move to the Password edit box, type in your password and press enter to login

4.2
Forgotten your Password

If you’ve forgotten your NetBank password do the following:

· From the NetBank login screen.

· Press INSERT+F7, choose the Forgotten password link and then press enter to load the page.
· Press the Quick key of F until the focus has jumped to the Client Number edit box. 

· Press enter to turn on Forms mode and type in your client number.

· Press tab to move to the Next button and press SPACEBAR. 

At this point one of two things will happen. If you have NetCode activated, you will be prompted to confirm your identity using NetCode. Skip this section and move to the security questions section if you do not have NetCode activated.

· Press the Quick key of B to jump to the GET NETCODE SMS button and press SPACEBAR. A new page will load.

· Press the Quick key of E to jump to the Edit Box and type the code you received via SMS on your mobile phone.

· Press Tab to move to the Next button and press SPACEBAR. A new page will load displaying your security questions.

· Press the Quick key of L twice to jump to the start of the list of questions and then press down arrow to read through the first question.

· Press Down arrow to move to the Answer 1 edit box, press enter to turn on Forms mode and then type in your answer.

· Press escape to turn off Forms mode and then press down arrow to move to the next question. 

· Follow the above steps until all questions have been answered. Then press the Quick key of B to jump to the Next button and press SPACEBAR. 

At this point one of two things will happen, if you didn’t have a NetCode activated, you will be asked for further information to do with bank cards and a new page will have loaded for this purpose. Use the following steps to fill out this page. If NetCode was activated, skip to the Password Options section.

· Press the Quick key of R until you jump to the radio button that contains the card you want to use to verify your identity and then press SPACEBAR to check this option.

· Press the Quick key of B to move to the Next button and press SPACEBAR. A new page will load asking for the details of the card.

· Press the Quick key of F to jump to the first edit box, press enter to turn on Forms mode and type in the information. 

· Press tab to move to each of the remaining fields and type in the required information.

· When completed, press tab to move to the Next button and press SPACEBAR.

4.2.1
Password Options

· Press the Quick key of R to jump to the I have forgotten my password and would like to reset it radio button and press spacebar to check this option. 
· Press the Quick key of B to move to the Next button and press SPACEBAR. A new page will load asking you for your new password.

· Press the Quick key of E to jump to the first edit box, press enter to turn on Forms mode and type in your new password. 

· Press tab to move to the next edit box and type in the same password again to verify.

· Press Tab to move to the Next button and press SPACEBAR.

5. My home

The My Home Page provides quick access to any unread messages, future scheduled transactions, any applications and then a view of balances and available funds in your accounts. 

To access the information about your linked accounts:

· Press the Quick key of T to jump to the table, the table contains information for each of the accounts you have available. You can use the ctrl+alt+arrow keys to navigate around this table with your Screen Reader.

· Press enter on the link containing the name of the account to display the full transaction history for that account.

 

There are also headings on this page for quick links and news. Use the Quick key of H to jump between these headings. Also, remember that the Screen Reader Link List command of INSERT+F7 is always useful.

6. View accounts
This section includes the sub menus of Transactions, Future transactions, Online statements, Account information and Export transactions.

6.1
Transactions
This section allows you to:

· View up-to-date account balances for NetBank linked accounts, including savings accounts, credit card accounts, home loans, term deposits, passbook accounts and personal loans. 

· Review up to the last 2 years worth of transactions for your linked statement accounts. 

· Review up to the last 2 years worth of transactions on your linked personal loan, home loan and Mortgage Interest Saver account. 

· Review up to the last 2 years worth of transactions for your linked credit cards. 

· View up to 7 years of statements for most of your linked transaction, savings, credit card, home loan and personal loan accounts 

After entering the View Accounts section, you’ll be on the transactions page.

· Press the Quick key of H to jump to the transactions heading.

· Press Down arrow to move to the account combo box and press enter to turn on Forms mode and then use up and down arrow keys to choose the account you want to view. 

· Press tab to the View transactions button and press SPACEBAR. A new page will load. 

· Press the Quick key of T to jump to the table containing your account details or T twice to jump to the list of transactions on the selected account.

6.2
Future Transactions
Instructions for navigating this section:

· Press INSERT+F7, choose the Future Transactions link, and press enter to load the Future transactions page.

· Press the Quick key of H to jump to the Future Transactions heading.

· Use the down arrow to move to the Account from: combo box and press enter to turn on Forms mode.

· Use up and down arrow keys to select the account you want to view, press tab to the Show button and press SPACEBAR to load the page. 

· Press the Quick key of T to jump to the table containing the list of future scheduled transactions.

7. Transfers
This section allows you to:
· Move money between your Commonwealth Bank accounts (can be scheduled up to 90 days in advance)

· Transfer money to friends, family or for business.

· Schedule transfers to different accounts on a regular and ongoing basis
7.1
Transfer Money
To transfer money to another account:
· Press INSERT+F7, choose the transfer link and press enter to load the Transfer Money page.

· Press the Quick key of F to jump to the From account combo box, press enter to turn on Forms mode and use up and down arrow keys to choose where you want the money to come from.
· Press Tab once and type in a description of the transfer (this description will show up in your account statement).

· Press Tab again and you’ll be on the Account radio button, if you are going to transfer to one of your own accounts or to an account you’ve transferred to before using NetBank, leave it set on the Account radio button otherwise use down arrow to change to the New Account radio button.

· If you left the focus on the Account radio button, pressing tab moves you to the combo box for the account you are transferring to. Use up and down arrow keys to choose the account.

· Press tab until you reach the Amount edit box, note the fields you tab passed are used if you selected New Account using the radio buttons.

· Type in the amount in dollars and cents. 
· Press tab to move to the To account description field, this is the description that will appear on the account statement for the person receiving the transfer.
· Press Tab again and you’ll be on the Transfer Now radio button. Leave it on this if you want to transfer the money immediately or use down arrow to select once only or frequency. Once only and frequency are used to setup future transfers.
· Use Tab to move to the Single transfer button or the Transfer button and press SPACEBAR. A new page will load showing the details of the transfer that will occur. 
· Press the Quick key of H to jump to the beginning and then the Quick key of B to jump to the Confirm button if everything is correct. Press SPACEBAR to complete the transfer.

· The new page that loads is a receipt statement confirming the transfer was successful or that it was scheduled for a later time depending on your selections when setting up the transfer.
8. BPAY®
BPAY enables you to securely pay bills 24 hours a day. This section includes Pay bill, Pay multiple bills, Biller address book, Scheduled bill payments and Past bill payments.

If you want to use BPAY it is recommended that you add the biller to the Biller address book prior to using the Pay bill section. Note: Some billers do not offer BPAY as a payment option.

8.1
Pay bill
Two sets of instructions have been included in this section:

· the first time you are paying a biller using BPAY.

· paying a biller that you have already included in your Biller address book. 

If this is the first time you are paying the biller using BPAY use the following instructions:

· Press INSERT+F7, choose the BPAY link and press enter to load the BPAY page.

· Press the Quick key of F until you reach the From Account combo box and then press enter to turn on Forms mode.

· Use up and down arrow keys to select the account the money will come from. 

· Press TAB to the Biller address book radio button and then press down arrow to move to the New biller radio button and press SPACEBAR to check this option.

· Press TAB to the Biller code edit box and type in the biller code. (Biller code can be found on your printed bill).

· Press TAB to the Show biller button and then press SPACEBAR. This will display the Biller name and read out the entire page.

· Silence your Screen Reader and press the Quick key of B to jump to the Show biller button and then press DOWN ARROW to check if the biller’s name is correct.

· Press TAB to move to the Add details to my address book checkbox. If you don’t want to add this biller for future use, press spacebar to uncheck this option.

· Press TAB to move to the Biller nickname edit box. Press ENTER to activate Forms mode and type in the nickname, if required. (Note: this information is not compulsory but can be useful to identify the biller later, e.g. you might have 2 bills from AGL one for Gas and one for Electricity).)

· Press TAB to move to the Customer reference number edit box and type in the number found on the printed bill.

· Press Tab until you reach the Amount edit box and then type in the amount of the bill in dollars and cents.

· If you want to pay the bill now, press tab until you reach the Pay bill button and press SPACEBAR or;

· If you want to schedule the bill payment, tab to the Now radio button, then press down arrow to move to the Once only radio button and press SPACEBAR.

· Press tab once, then type in the date (in dd/mm/yyyy format) that you want the bill payment to occur on.

· Press Tab until you reach the Pay bill button and press SPACEBAR. A confirmation screen will appear showing the details of the bill payment. 

· Press the Quick key of B until you reach the Confirm button and press spacebar.

Note that if NetCode is activated, you will be required to enter the 6 digit code. See the section on NetCode for more information.

If you are paying a bill for a biller that is already in your Biller address book use the following instructions:

· Press INSERT+F7, choose the BPAY link and press enter to load the BPAY page.

· Press the Quick key of C until you reach the From Account combo box, and then press enter to activate Forms mode.

· Use up and down arrow keys to select the account the money will come from. 

· Press Tab twice to move to the biller combo box and use up and down arrow keys to select who the money will be going to.

· Press TAB to move to the Biller nickname edit box. Press ENTER to activate Forms mode and type in the nickname, if required. (Note: this information is not compulsory. May already be filled out from when you originally added the biller).

· Press TAB to move to the Customer reference number edit box and type in the number (may already be filled out from when you added the biller).

· Press Tab until you reach the Amount edit box and then type in the amount of the bill in dollars and cents.

· If you want to pay the bill now, press tab until you reach the Pay bill button and press SPACEBAR or;

· If you want to schedule the bill payment, tab to the Now radio button, then press down arrow to move to the once only radio button and press SPACEBAR.

· Press tab once, then type in the date (in dd/mm/yyyy format) that you want the bill payment to occur on.

· Press Tab until you reach the Pay bill button and press spacebar. A confirmation screen will appear showing the details of the bill payment. 

· Press the Quick key of B until you reach the Confirm button and press SPACEBAR. 


Note that if you have setup the NetCode option, you will not see this for each bill you pay. You are only prompted for NetCode confirmation when adding a new biller for the first time.

8.2
Multiple bill payments

The Pay Multiple Bills section allows you to make payments to a number of current billers at the same time. For each of the billers you have available, there is a checkbox to select it, an amount box and a date box for the date you want the bill to be paid.

Instructions for navigating this section:

· Press INSERT+F7, choose the BPAY link and press enter to load the BPay page.

· Press INSERT+F7 again, choose the Pay multiple bills link and press enter to load the page.
· Press the Quick key of C to jump to the From Account combo box. Press enter to turn on Forms mode then use up and down arrow keys to choose the account you want the money to come out of.

· Press the Escape key to turn off Forms mode.

· Press the Quick key of X to jump to the checkbox items, the first one is the select all, this will allow you to pay all bills. 

· Press X until you reach the name of the biller you want to pay. And then press spacebar to check the option.

· Press the Quick key of F until you reach the Amount edit box. Press enter to activate forms mode and type in the amount you want to pay in dollars and cents.

· Press tab and type in the date you want this bill to be paid in dd/mm/yyyy format.

· Press the Escape key to turn off Forms mode, press the Quick key of X to jump to the next biller you want to pay and repeat the above instructions.

· Once you’ve filled out the amount and payment date for all the billers you want to pay, Tab to the Pay Bills button and press SPACEBAR. You will be shown a confirmation page. 

· Press the Quick key of B to jump to the Confirm button and press SPACEBAR.

8.3
BPAY View ®

BPAY View enables participating bill-issuing organisations to send their bills electronically, so you can view and pay them conveniently via NetBank, rather than having them sent to you in the mail. The ‘View bills' page lists your current BPAY View bills. However, before you can use BPAY View you need to add your billers to it.

Instructions for navigating this section:

· Press INSERT+F7, choose the BPAY link and press ENTER to load the BPAY page.

· Press INSERT+F7 again, choose the BPAY View link and press enter to load the BPAY View page.

· Press the Quick key of T to jump to the table that contains the list of your BPAY View bills.

Note: it’s suggested to use your Screen Readers table reading commands of ctrl+alt+arrow keys to navigate the table. The table shows the columns Due date, Biller name, Bill nickname, Customer reference number, Minimum amount due, Total amount due and Status.

The status column will show if the bill needs to be paid, scheduled for payment or has already been paid.

· To pay a bill, navigate to the row of the table of the bill you want to pay using table navigation commands.

· The first column of each row contains a radio button to choose the item, press spacebar on the radio button to choose the required a bill to pay option.

· Press the Quick key of B to jump to the Pay bill button and press SPACEBAR.

Note that after you activate the button, the standard BPAY payment screen will be displayed that is described in section 8.1, the only difference is that all the fields have been automatically filled in.

· Press the Quick key of B to jump to the Pay bill button and press SPACEBAR. The confirmation screen will then be displayed. 

· Press the Quick key of B to jump to the Confirm button and press SPACEBAR.

8.4
Biller address book

The biller address book lists your BPAY billers. Note: you will need to access information from a print bill to add a biller to the Biller address book.

The Biller address book allows you to:

· Add a new biller.

· Add a biller to BPAY View - so that you can receive your bills online.

· Modify details of the billers that you have included in the Biller address book.

· Delete billers from the Biller address book.

To view your Biller address book: 

· Press INSERT+F7, choose the BPAY link and press enter to load the BPAY page.

· Press INSERT+F7 again, choose the Biller Address book link and press enter to load the Biller address book page.

· The biller address book has a table for each biller with a radio button in the first column. Press the Quick key of T to jump to the table, then use your table navigation commands to find the biller you want to perform an action on, move to the radio button and press spacebar to choose the option.

· Press the Quick key of B to jump to one of the action buttons; Add biller to BPAY view, Modify or Delete and press SPACEBAR.

8.5
Scheduled bill payments

This screen simply displays a list of your scheduled bill payments.

Instructions for navigating this section:

· Press the Quick key of T to jump to the table and use table navigation commands to read the information. 

· Press spacebar on the radio button for a bill if you want to either delete it or modify the payment information. Modifying a bill payment will display the standard BPAY screen with all information filled in for you to go through and modify as required.

8.6
Past bill payments

Past bill payments allows you to see the history of bills that have already been paid.

Instructions for navigating this section:

· Press INSERT+F7, choose the BPAY link and press enter to load the BPAY page.

· Press INSERT+F7 again, choose the Past Bill Payments link and press enter to load the page.

· Press the Quick key of T to jump to the table containing the payment history, use table navigation commands to read the information.

9. Manage your accounts

This section allows you to manage your accounts; organise traveller’s cheques, order cheque books, cancel cheques and manage and order statements.

10. Security

This section allows you to change your password, set up security questions and set up your NetCode. It also has information about NetBank’s security arrangements.

10.1
Changing Your Password

· Press INSERT+F7, choose the Security link and press enter to load the My Password page.
· Press the Quick key of F to jump to the current password edit box and press enter to turn on Forms mode.
· Type in your current NetBank password.
· Press tab and type in your new password.
· Press tab again and re-type in your new password to verify.
· Press Tab to move to the Save changes button and press SPACEBAR.
10.2
Creating or Changing your security Questions and Answers

Your security questions and answers are used to help identify who you are in case you forget your NetBank password and as extra security when adding new billers or transferees. 

To set up these options, do the following:

· Make sure you are logged in to NetBank

· Press INSERT+F7, choose the security link and press ENTER to load the page

· Press INSERT+F7 again, choose the My Q&A’s link and press ENTER. If you have NetCode activated, a page will load that will ask you to either generate a NetCode SMS or enter your NetCode if you have a hardware token.

If you are not using NetCode, a page will load that will ask you two of your current security questions

· Press the Quick key of H until you jump to the My Q&A’s heading.

· Press down arrow to read through the first question.

· Press Down arrow until you reach the edit box, press enter to turn on Forms mode and type in the answer to the question.

· Press Escape to turn off Forms mode.

· Press Down arrow to read through the next question. 

· Press DOWN ARROW to move to the edit box, press enter to turn on Forms mode if required and type in the answer. 

· Press tab to the Next button and press SPACEBAR. A new page loads. This page is where you setup your new questions and answers

· Press the Quick key of H until you jump to the My Q&A’s heading.

· Press Down arrow to read through the instructions. 

· Press down arrow until you reach the first question edit box, press enter to turn on Forms mode and type in your first question.

· Press tab to the first answer edit box and type in the answer to the question. 

· Press TAB to the second question edit box and type in your second question.

· Press tab to move to the second answer edit box and type in your second answer. 

· Press tab to move to the combo box and use up and down arrow keys to select one of the listed questions. 

· Press tab and type in the answer to the question you just selected. 

· Press tab to move to the combo box and use up and down arrow keys to select one of the listed questions.

· Press tab and type in the answer to the question you just selected. 

· Press tab to move to the Save changes button and press SPACEBAR.

10.3
NetCode security

A NetCode is a second form of security used by NetBank to identify you before allowing any new transaction to be added. For example, adding a biller, transferring money to a new account or altering any security settings on your account.

A NetCode adds what is known as “two factor authentication.” That is, something you know and something you have. In this case, these are your NetBank password and either your mobile phone for NetCode SMS or a hardware device provided by the Commonwealth Bank called a NetCode Token.

NetCode SMS

NetCode SMS sends an SMS message to your mobile phone with a 6 digit number. This number is only valid for a very short period of time. When performing an action on NetBank that would transfer money to a new account or that would alter your security settings. NetBank will prompt you to generate a NetCode SMS. Pressing enter on the Generate NetCode SMS button will send an SMS to your mobile phone with the unique number. NetBank will then show a page asking you to enter the number back into NetBank.

In this way, NetBank confirms that you are who you say you are because only the person with the mobile phone registered to your account will receive the SMS message with the number.

More information about NetCode SMS can be found at this link: http://www.commbank.com.au/security-privacy/netbank-security/free-netcode.aspx
NetCode Comfort Voice token

A Comfort Voice token is a device the size of a calculator that can be requested at no charge through the NetBank phone number 13 2221. It has large clearly labeled buttons and a large LCD screen and can read out in clear speech the number that appears on the LCD screen. This 6 digit number changes every 30 seconds. The NetBank web site knows exactly what this number is at any time and it will be different for each client.

Once a NetCode token is activated, your login will include an extra step requesting you to enter the NetCode. Note this will happen every time you login to NetBank.

NetBank will prompt you to enter your NetCode, pressing the bottom right button on the Comfort Voice token reads out the 6 digit number allowing you to enter it in to NetBank.

Note that the Comfort Voice token is a different device than the standard token that is also available from NetBank. Be sure and ask for a Comfort Voice token when calling NetBank.

Note also that both NetCode SMS and NetCode Token have the same level of security, so if you have a talking mobile phone, you may find this to be more convenient than the Comfort Voice token. The Comfort Voice token is larger than a standard mobile phone.

10.3.1
Set up NetCode SMS for the first time

To setup NetCode SMS for the first time, do the following

· Login to NetBank.

· Press INSERT+F7, choose the security link and press ENTER, The page will load. 

· Press INSERT+F7 again, choose the NetCode security link and press ENTER. The page will load.

· Press the Quick key of H until the focus moves to the NetCode Security heading.

· Press down arrow to read the important information about NetCode SMS.

· Continue to use down arrow to check that the mobile phone number is correct. It’s important that this is correct for NetCode SMS to work correctly. If it’s not, press enter on the Update my contact details link and enter your correct mobile phone number in the provided edit box.

· If it is correct, press the Quick key of B to jump to the REGISTER FOR NETCODE SMS button and press SPACEBAR.

You will receive an SMS message on your mobile phone confirming the registration is completed.

10.3.2
Setup NetCode Comfort Voice token for the first time

Note that to set up the Comfort Voice token for the first time you will need to get the serial number that is on a sticker on the Voice token. You will need sighted assistance to get this serial number.

Once you have the serial number, do the following:

· Login to NetBank.

· Press INSERT+F7, choose the security link and press ENTER to load the page.

· Press INSERT+F7 again, choose the NetCode security link and press ENTER to load the page.

· At this point you will be asked to enter two of your security answers, go ahead and do that and then press the Quick key of B to jump to the Next button and press SPACEBAR. A new page will load

· Press the Quick key of E to jump to the serial number edit box, press enter to turn on Forms mode and type in the first 6 digits of the serial number from your comfort voice token. (do not include the – dash).

· Press Tab to move to the Activate token button and press SPACEBAR. A new page will load.

· Press the Quick key of E to move to the NetCode edit box and press enter to turn on Forms mode.

· Press the bottom right button on the Comfort Voice token (it has a raised dot on it). There will be a slight delay as the token wakes up, then it should start announcing the digits slowly.

· Type in the 6 digit number in the edit field on your computer and then press tab to move to the Next button and press SPACEBAR.

11. My profile and preferences

This section allows you to access your bank messages, change your contact details, set preferences for messages, organise and hide accounts, setup account favourites and set up quick links.
12. Log off

Each page contains a link named Log Off.

Instructions for logging off:
· Press INSERT+F7, choose the log off link and press enter. You will be presented with a screen that says you are now signed out and you are safe to close the window.

Note that on some pages Logoff is a button rather than a link. This means that if you don’t find a log off link through INSERT+F7 pressing the Quick key of B should jump you to a log off button that you can activate with SPACEBAR.

13. Obtaining help with online banking

If you are experiencing difficulty conducting any online banking activities refer to the Online Help (see details below) or contact Commonwealth Bank on 13 2221.

13.1
Online Help 

On every screen of internet banking there is a Text help page. 
To access the Text help page:
· Press INSERT+F7, choose the Help link and Press enter. A new browser window will open containing the NetBank help system.

· Once you’ve finished reading the help screen, press ctrl+f4 to close the window and return to the main NetBank page.
This is the end of this section and also the end of this training guide.
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