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*includes 2,502 Australian consumers

CX leaders exemplify alignment
around what good will look like
for their customers and deliver

¢ Attention to detail
¢ CX links to value

¢ Alignment of employee
experience (EX) and customer

Customer Experience
Themes * Commitment to excellence ¢ Attention to detail
¢ Organised around the customer ¢ Constant monitoring

on that vision across the front, experience (CX) e Experience optimisation
middle and back of house. * Motivation and passion
Key Metrics: The Six Pillars of Customer Pillar Impact of Customer
Experience Excellence (CEE) Experience Excellence
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attention to drive an effort and creating experience into 19%
emotional connection. frictionless processes. a great one. T
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Resolution Empathy
Being trustworthy and Managing, meeting Achieving an Australian ConELmErs rate
engendering trust. and exceeding understanding of the Personalisation as the
customer customer’s circumstances key driver for Customer
expectations. to drive deep rapport. Experience Excellence
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Insights From Australia’sTop Rated CX Brands

#1 - Singapore Aidines

“As | was dozing off, a stewardess gently put a very
comfy blanket over me. | don’t know why but that really
impressed me - they are the best surely — everything

was just perfect.”

CEE Australia Respondent

#3 - Bendigo Bank

“They contacted me with information about
changing my account to one with a better
return for me”

CEE Australia Respondent

AustralianTop 10 Australian Leading | CX inAustralia is perceived as flat
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The information contained in this document is of a general nature and is not intended to address the objectives, financial situation or needs of any particular individual or entity. It is provided
for information purposes only and does not constitute, nor should it be regarded in any manner whatsoever, as advice and is not intended to influence a person in making a decision, including,
if applicable, in relation to any financial product or an interest in a financial product. Although we endeavour to provide accurate and timely information, there can be no guarantee that such
information is accurate as of the date it is received or that it will continue to be accurate in the future. No one should act on such information without appropriate professional advice after a

thorough examination of the particular situation.

To the extent permissible by law, KPMG and its associated entities shall not be liable for any errors, omissions, defects or misrepresentations in the information or for any loss or damage suffered
by persons who use or rely on such information (including for reasons of negligence, negligent misstatement or otherwise).
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