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Evolution of  a network business



Change is the new BAU



Insights from our people 



EQL Customer Measurement Strategy

Strategic Measure (Community): 
• Net Trust Score (NTS): Tracks our overall community 

reputation at the brand level and identify areas for 
improvement in brand positioning.

• "How much do you trust [INSERT BRAND] to do what is right?". 

Strategic Measure (Customer): 
• CSAT (Customer Satisfaction): Tracks whether we are 

delivering value to customers and delivering on their needs 
and expectations at the brand level.

• "How satisfied are you with the services you receive from 
[INSERT BRAND]?“

Episodic Measure (Customer): 
• Customer Index / Voice of the Customer Program (CSAT 

Based): Tracks the customer experience post interactions 
with the business and inform service improvements.

• i.e. “How satisfied are you with your recent claims experience 
with [INSERT BRAND]?”.

Tactical Measures: 
• Various measure across business (i.e.. Department based 

KPIs:
• currently reported against Divisional scorecards through BAU process

Customer measurement occurs at multiple levels, with each enabling 
a different type of insight and associated actions



Pacing the revolution for customer trust



What’s a disaster got to do with it?



A brutal summer
• >300,000 homes and businesses                                                              

without power
• >2000 crew members deployed
• >13million website hits
• >1.2million Facebook page visits
• >3800 media items
• ~50,000 calls to our contact centre 



Looking after your people …

Staying focused on systems and processes is the key to easy wins



Q&A
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