Management Dashboards

Providing clarity of what has happened and predictions of what will happen

Many organisations have
introduced a ‘Customer’ dimension
into their ‘balanced’ scorecards. But
are these the right measures and
can they drill down into more
detailed levels and to causal
factors.

The Customer Framework
approach to Customer
Management KPI's and scorecards
is based on the same basic REAP
structure used throughout the rest
of the portfolio. This matches the
measures to the planning approach
and the structure of the change
programme.

The approach focuses on
developing both ‘lead’ and ‘lag’
measures to ensure that they are
predictive as well as historic. It also
encourages creative thinking about
the incorporation of measures that
may not normally be considered as
‘Customer’ measures, but that can
be hugely insightful to the
organisation’s overall Customer
Management effectiveness.

The Scorecards are always based
on a clear recognition that each
measure needs to be populated
from reliable data which may not be
currently available, so a two or
three ‘phase’ scorecard is often
developed to enable increasing
sophistication in a consistent
structure.

The Customer Framework™ is a portfolio of Tools, Replicable Methodologies and Unique Intellectual
Property deployed by a network of Expert Practitioners who support large organisations in delivering their
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Impacts

5,845 884 of potential revenue was lost by not converting leads
14% of vehicle sales was from brand new customers

14% of service revenue was from brand new service customers

13,971,960 of potential re-purchase revenue was lost fram customers
15,134 customers cannot be emailed with retention messages

40,450 of service revenue will be lost from this period’s new vehic

5.4% of each new vehicle’s value is being added in accessories
1.6% of total revenue is represented by parts & accessories
1,077 purchases did not receive a welcoming call

Cost-to-Serve 2,245,807 of revenue was generated by each vehicle sales exec.
Efficiency 7,420 of revenue was lost from non-paid service visits
1,706 of service visits were not pre-booked
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Business Line Channels Period Total live customers 45,356
Demonstration business Personal lines Broker & Direct Quarter 3 2007 Total GWP in period | 2,525,314
Total active brokers 245]
4% 0% 15 200
0% 10% 0% 100% 1 2 100 300
Acquisition Retention Pentration Efficiency
4.60% 5.90% 1.16 174.00
Blended Customer/Broker Blended Customer/Broker Policies per Operating costs per customer
Gain Rate Retention Rate end-customer
Customers Customers Customers Overall
Total New Customers 1.453] Policies due for renewal 4.134] Customer x-sold to 1.546] Op costs/policy
Policies from new customers 2.342] Policies renewed 2.879] #cross-sold policies 1.978] Op costs/customer
GWP from new customers 409.850] GWP from renewals 1567.897| GWP from cross-sell | 547 567
% GWP from new customers 16.2%| % GWP from renewals 62.1%| % GWP cross-sell 21.7%] Claims/claims staff 37.5
Customer gain rate 3.2%| Policy renewal rate 69.6%| % custs cross sold 3.4%] Claim process time 3.6
Claim cost 143.54]
Number of winback customers|  186]  NWP of lost business Average policies/cust
GWP from winback customers Loss ratio on lost custs Average GWP/cust Issues/issue staff
Palicy issue time
Customer enquiries received 3.245| Customers lost
Quotations for new customers 2.376] Customer loss rate Quotations for x-sell 2.345]  Correction endmms,
GWP under quotation 1453 678 GWP under quotation| 986.765)
MNew customer coversion rate 17.6%| Met Promoter Score Cross-sell conversion 31.4%
Brokers Brokers Brokers
Brokers in negotiation 34| Brokers cancelled 13| Avge custs/broker 104
MNew brokers contracted 15| Brokers going dormant 9] Avge policies/broker 156)
Broker gain rate 6.1%] Broker loss rate 9.0%] Avge GWP/broker 6,531

Customer Management activity effectively and efficiently.

It is based on an ethos of robust but lean solutions to client challenges backed up by thought leadership,
constant innovation and validated best practice from across the globe. Every tool and methodology has
been used multiple times in blue-chip clients. They integrate around a widely accepted model of customer

management and a flexible deployment process.
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