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Turning data into insight & action
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The Satisfaction Caterpillar highlights the key areas
of strength on human qualities of the RM.

Being friendly and Getting back to
approachable you when they
say they will

90%

Speed of dealing
with your requests

89%

Offering ideas and Their expertise and
solutions specialism

85% 88%

Q6 How would you rate your Relationship Manager on the following? Base = 484 (all
respondents) net of scores 4 and 5 out of 5 point scale
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10,000 pages of data

14,000 team members
1 Million members
16 countries
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Diet Coke vs Coke Zero

Carbonated Water
Caramel Color
Aspartame
Phosphoric Acid
Potassium Benzoate
Natural Flavors
Citric Acid

Caffeine (46mg)

Carbonated Water
Caramel Color
Phosphoric Acid
Aspartame

Potassium Benzoate
Natural Flavors
Potassium Citrate
Acesulfame Potassium
Caffeine (34mg)
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Workshops Guides &
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Personas
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Names & Icons




ersonas
Segment A

I Show me how and let’s track my progress.

About me
For me, the gym exists simply to help me getin shape.
Idon’tlove working out, in fact going to the gymisa
bitintimidating really; everyone eise is sweating away,
looking like pros, while I'm there wondering if what I'm
doing is having any impact at all. Butitis something I've
been making myself do because, ultimately, | want be
able tolook in the mirror, be pleased with what! see and

know it's my hard work that's got me results.

My biggest problem has always been knowing what works.
Which exercises should | be doing with the weights?
Which machine will help me burn the mostfat? Should| be
Jfollowing the same workout every time | come? That's

why having a personal trainer has been amazing. I've
learned so much and | now know I'm making the most of my

sessions.
My trainer’'s shown me how to track my progress using apps,
whichlove - it's areal motivator. And what's even better is
that! can physically see results too, and that makes coming

here, well, aimost enjoyable!



Guides & Factsheets

GLOBAL GUIDE

Gives a view of our member
segments for our whole
business.

Great to use with group wide
initiatives to understand &
target particular types of
members.

GLOBAL FACTSHEETS

® (ontains one page
summaries of each of the
member segments.

® This setis really useful to
obtain a speedy download of
the characteristics of each
group.

Inanutshell Key Brond Measures
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UK GUIDE

Gives a more in depth look

at the segments including
details on demographics and
media habits.

Segment A
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Films & Animations

Global Animations

Service Film

Vision Film

<

Help them hit their targets
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Workshops

J* ftness first | 1T’S A WARZONE OUT THERE!
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Learning

Over to you
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TRACK YOUR
PROGRESS
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TAKE YOUR TRAIGNG EURTEEREM—
WITH OUR FREE FITNESS FIRST APP

Download the app today
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Target 2.5%
membership up! | i per
 10% rise ncrease in =
- R acquisition
in employee

o reduced by
54% to 6 7% engagement

? - ) 50%

109% increase NPS increased by

in member ~ Digital leads 12 pts ~ EBITDA
satisfaction " Increased ~ margin

- By 50% ~ Upby 2%




ROI from Day O
Engage the frontline

Walk the talk

Find your advocates
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SERVICE SANDS

WELCOME

LUXURY LAGOON




Simplifying




Simplifying

If | don’t understand
you, why should |
trust you?

Simplicity needs to be at the heart of all communications
Too much information can confuse customers and
undermine their trust

Clarity, simplicity and openness are critical building blocks for

trust

1 don't have a bloody clue. | would have to

Google what some of that stuff is.
— White Collar, 35 - 50

o9

of customers
are happy to deal
with us via
web chat



Key drivers of current account
advocacy for SMEs

©)

Value for money 217%

Ease of getting in contact 1

Interests of your business at heart 13%

Timeliness of response 9%

T e————

Value for money Treats you fairly

Simplifying




Gathering the evidence
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What are your best
‘Blue Peter’
moments?????




Let the insights
shine through

% insight but has it
landed?

Find your
advocates

Engage visitor
facing staff with
your findings

P

y
>

'\




leader @ CghI;IquMQEG

caroline@cie.uk.com markh@cie.uk.com

#tbabel fish



