SUCCESS STORY

CHRISTOPHER ROBERTS HELPS A
FINANCIAL COMPANY'S INCREMENTAL
CONTRIBUTION TO PROFIT BY

$45 MILLION

CHALLENGE

A popular bank dealing with finance, insurance and
banking was struggling to increase the number of
products per household.

There was a lack of commitment from the employees & at BUNTACT US
the same time customers were hesitating to invest

heavily in one organisation.
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To resolve this challenge, Chris Roberts facilitated a

strategic step-by-step solution: Q +61 7 3823 2146
e This strategy was based on a unique customer +91 96202 53699

segmentation model tailored for the finance industry.

¢ The model encapsulated a customer first model that
combined customer needs analysis, cross sell and cost
to serve initiatives into one program.

e The program included a staff launch, strong executive
involvement, internal staff program, new measures
and an innovative team-based incentive program.

This strategy set the future direction for the

organisation's CRM strategy.
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This initiative was extremely successful and resulted in Eem"e"VfEXEert’ |
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approximately 100,000 incremental sales in just 8 Model® .
months. The key to the success was engaging staff and as o Author of 10 Reasons Why CX/NPS®

a result it positively impacted on internal culture in Programs Fail
addition to incremental sales and financial benefit. The
strategy was independently valued at $45M incremental
contribution to profit.
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