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NPS®: More Than
Just a Number

To be truly effective, the
insights gained through the
Net Pr omoter
measurement must be used
to drive the required
organizational and cultural
changes.

Our proprietary Loyalty
Monitor Reporting Tool has
been designed to ensure it
meets the needs of all
programs.

Using login permissions
based on your company's
hierarchy, NPS® data is
displayed specific to a
region, segment or touch
point.

Front-line managers and
employees must receive
both the data and the skill
set to identify the root
causes and be empowered
to resolve the issue with the
client/customer.

As the NPS data is
gathered, understood and
communicated across the
organization, each
employee must feel
accountable for their impact
on NPS.
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& Monitor
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e NPS vs. Goals by

Member Services Teller Services
Loyalty Monitor (December 2009) Branch NPS Goal NPS. NPS

Y. Toronto 65| 75 70 60

Region/Segment
or Touch point

Loyak;leNTnnitor
New York 63 60 57 68
3
Change Password Landon 47 | 50 51 43
Pir%r d Performance Management Total  Active Resolved Escalated Oldest Active
149 139 s 5 01-07-2009
>
E-Access 10 DETRACTOR CALLS REQUIRED
People Online (5)
Jason Downer
Keri Jillson
Mat Kwon
Andy Kiln
[Amanda Hoffer
Search for survey case number:% [ Search ] powered by, @,
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The Loyalty Monitor Home Page provides a quick NPS® vs. Goal summary by location and a breakdown between
different business units. Every designated person within your organization, regardless of location, has the ability to
monitor their own NPS® score and if you wish those of their peers.
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Monitor
NPS and driver

Manager
?q Reporting Period Nov |oct YID | 0901/0902 0903 atm,bme scores by
Lmbﬁmw Base: Total # Interviews 14 |12 126 | 50 |50 |26 R99|0n/segm_ent or
Touch Point
A Likelihood to Recommend
A Net Promoter Score 45 |52 B4 73 |60 |58
Change Password
Promoters 64 77 78 82 80 72
% Passives 18 |33 14 18|16 |15
Detractars 18 |25 14 g |20 |14
Pin Board
B Loyalty Attribute Ratings (% answering 9,10)
E-Access Level of Attention 182 [167 182 | 0 |20 |19
Appearance 182 |25 262 | 867 |40 |253
People Online (5) v 91 |167 167 | [333 [0 |17
ason Downer Felt Appreciated 0 25 187 | 0 |0 19
e Greeted Well 273 167 19 667 |20 |168
Andy Kin Professional a1 |#17 206 | 667 |0 19
Smaia hofter Knowledgeable 273 167 127 | o |20 105
Communication 182 |83 16.7 | (333 |o 17.9
Solution Met Needs 91 |167 135 | 0 |40 |126

Efficient 182 |83 135 0 0 147
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Loyalty Monitor provides all the details you need by region, segment or touch point.
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NPS® data can be directly
linked to Service Attribute
scores by region, location or
employee.

Management can quickly
view the NPS/service
attribute associations to
determine which service
attributes require immediate
attention and where as well
as with whom.

As the NPS® data is
communicated cross-
functional teams can then be
tasked with problem solving
as the core activity with the
ideal outcome being the
creation of Promoters and a
reduction in the number of
Detractors.

A closed loop process
ensures that the customer
feedback is acted upon and
communicated back to the
customer.

Executive management can
use the aggregated data to
drive resource investment
priorities as well as strategic
business development
initiatives.

Our state of the art
proprietary Loyalty Monitor
Performance Management
Tool will streamline this
process within your
organization.

Without a closed loop
feedback system, NPS® can
quickly become "just another
number".
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QOverview | Active | Resolved | Escalated | All | Summaries

= scores by
‘V;‘J Service Attributes | Verbatims | Learnings Region and
Home Employee
& Service Attribute Summary

Pe";lf“"“““"e Note - Scores shown are an average of the values on a scale of 0-10, where 0=Poor and 10=Excellent
lanager =
" Solution "
Total Levelof Phone Wait Felt Greeted Profess- Knowledge- Commun- =2 = ¢ Alternate Comfort- Clarified
Branch * EMDIOVEE . (orviows attention Etiguette Time Appreciated Well ional  able  ication e ETC™ Sougions ~gble  Transaction
L capalty Monitor Total NI 203 a0 91 |82 a8 88 | 90 89 9.0 a8 | as 81 a8 88

Change Password Total Levelof Phone Wait  Felt

Solution :
Greeted Profess- Knowledge- Commun. =y o™ penoo e Alternate Comfort- —Clarified

Branch  Emplovee Interviews Attention Etiquette Time Appreciated Well ional ahle ication Needs Solutions able Transaction
Pin Board London C:;'ﬁgra 1 93 93 95 100 9.6 85 10.0 a0 95 | 100 | 95 95 9.0
>
E-Access
New York Kg'oﬁl';a 3 95 100 100, 100 9.0 95 10.0 10.0 95 | 100 | NA | 100 10.0
People Online (5)
|Jason Downer
Keri Jilson Chris
INat Kyvon Toranto Fitch 7 87 85 100 100 8.8 8.8 10.0 100 100 10.0 10.0 10.0 10.0
Ancly Kiln
Amanda Hoffer
Manny
New York Ramira 2 95 9.5 70 10.0 100 100 9.5 100 95 NiA 8.0 a0 9.0

Detailed Service Attribute scores can be related directly to individual NPS data. The data is updated daily ensuring
timely, targeted management response to serious issues.

Manage

feedback,
responsibilities
and disposition

Customer feedback is managed and shared using an interactive, online tool. Detractor issues can be categorized,
escalated and the disposition of the individu a | cases tracked and analyzedé. Li:
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