


Transformation strategy to deliver great CX

QOO

TO CREATE ASIA PACIFIC’S
MOST LOVED, MOST INVENTIVE AND
MOST SUCCESSFUL INSURER




Part of life
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ADMIN CANCEL

Disengaged Uninvolved




AN IAG THAT LISTENS,
LEARNS AND ACTS
TO MEET
CUSTOMER
NEEDS

“SET CLEAR
EXPECTATIONS”

“GO ABOVE
AND BEYOND”



EMBEDMENT CULTURE DELIVERY




HOW WE’RE

GOING

1. 70,000+ customer
conversations In
first year

2.7 point uplift in
NPS In first year

3.85% of customers
have excellent
experiences with
our people



What I’ve learnt.

Direct customer
Culture is king feedback is
confronting



Thank you.

New Zealand




