SUCCESS STORY

THIS ORGANISATION GREW FROM
THE WORST IN IT'S CATEGORY TO
THE BEST!

CHALLENGE

After five storms in 7 days and the release of an
independent report, a large Queensland energy utility faced
more than eight months of negative media scrutiny. This
resulted in severe brand damage, with internal strife further

lowering the staff morale.

There was no precedent to look to which could outline how
to recover such a damaged brand. BONTACT US
SOLUTION

Christopher Roberts and his team led the development of a
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brand recovery strategy based on cutting edge market www.engagedstrategy.com.au

research that focused marketing and communication on just
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4 key brand attributes that had the greatest impact on
brand perception. Some of the initiatives included:
¢ the development of an integrated brand communication
campaign and a reduction in sponsorships. Through this
process, Chris ensured the support and engagement of
key stakeholders including the CEO, Executive, the
Board and officials from the government.
e the development of an organisation-wide customer
experience statement that included Functional and

Emotional elements.
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e ideation sessions by all teams on how they could deliver

against this CX statement.

e Brand Interventionist and Brand

Recovery Expert,

R E s U L T e Creator of the Total Engagement

Model®

As a result of these initiatives, the brand recovered * Author of 10 Reasons Why CX/NPS®
dramatically and in just a couple of years enjoyed brand Programs Fail
equity levels that were independently measured via research
as being better than any other major energy utility in

Australia and one of the strongest brands in Queensland.
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