SUCCESS STORY

ORGANISATION-WIDE
ENGAGEMENT HELPS
SUPERANNUATION FUND’S
NPS® GROW EXPONENTIALLY

| (uperannyaon

CHALLENGE

QIEC Super, a superannuation fund for independent
teachers in Queensland, was facing a challenge with low
customer engagement, which was reflected in a low Net
Promoter Score® (NPS®) of -26 in 2011. Despite good
employee engagement, the fund’'s low customer
engagement was impacting its growth and profitability. It GUNTACT US
was struggling to gain engagement from its members as

this was a low involvement category.

enquiry@engagedstrategy.com.au

SOLUTION

Engaged Strategy developed a comprehensive strategy www.engagedstrategy.com.au
that included the development of a customer value
proposition (CVP) and a voice of the customer program +617 3823 2146
using NPS®. +91 96202 53699

e NPS® results, pain points and key drivers were

000

presented to operational management and the Board
with a prioritised list of recommendations.

o Staff were trained on how to Neutralise Detractors
and Create Promoters via innovative ideation
sessions.

e Conducted competitor analysis, which helped the
fund understand the strengths and weaknesses of its
competitors and develop a strategy to stay ahead.

¢ The key stakeholders had access to near real-time CHRISTOPHER ROBERTS

insight dashboards that helped them understand the MD | Engaged Strategy

fund's performance across all key functional areas.

Brand Interventionist and Brand

Recovery Expert,
R E s U L T Creator of the Total Engagement
e Member NPS® grew by 41 points Model®

e Employer NPS® by 48 points Author of 10 Reasons Why CX/NPS®
Programs Fail

e CRM score (which was already high) increased by
17 points in three years
e Call Centre NPS® increased by 25 points

¢ Financial Planning NPS® grew by 51 points

NPS®, Net Promoter® and Net Promoter Score® are registered trademarks of NICE Satmetrix Systd Bain & Company and Fred Reichheld.
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