
ENGAGED STRATEGY HELPS  A MID-

SIZE SUPERANNUATION FUND

INCREASE ITS NPS® BY 80+ POINTS IN

B2B & 60 POINTS IN B2C 

SUCCESS STORY

C H A L L E N G E
Club Super, a mid-sized superannuation fund in Australia
faced intense competition from much larger industry players,
including a dominant competitor that was nearly 90 times its
size. With rivals averaging 4X-5X its size, this fund needed a
way to differentiate itself and improve customer retention.
However, with limited resources, it required a solution that
would both build strong customer loyalty and strengthen its
competitive edge.

S O L U T I O N
Engaged Strategy tailored a robust NPS® implementation plan to
elevate Club Super's customer-focused approach. 

Facilitated a customer-strategy workshop and helped them
crystallise their Customer Value Proposition and CX DNA,
which included functional & emotional elements.
We developed a tailored survey strategy.
We presented strategic and prioritised recommendations
based on deep insights to the Board and Executive that were
minuted and actioned. 
We trained front line managers to run impactful team sessions
aimed at creating recommendation-worthy experiences. 
Front line staff were trained to communicate effectively with
Detractors, neutralising them and creating more Promoters. 
The key stakeholders had access to near real-time insight
dashboards that helped them understand the fund's
performance across all key functional areas.

R E S U L T
The super fund achieved an 80-point NPS® increase in B2B
and a 60-point boost in B2C, driving higher member
retention as many chose to stay even after exiting the club
industry. This reinforced the brand’s  industry standing and
highlighted the power of a disciplined, customer-focused
approach.

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