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XO-FXVW\
there

, \RX EHOLHYHG H
\RX KHDUG VDZ DQG
WKLQN WKDW HYHU\
ZRUOG ZDV IRFXVHG
DQ DPD]LQJ FXVWRP
ence. These businesses do
HYHU\WKLQJ WKH\ WKLQN ZL OHADG VXFFH "HHSLQJ WK
WR OR\DO KDSS\ FXV, PH IRUH V
U\WWKLQJ WKDW LV X \ L \ IRU DC
HQJDJH ZLWK WKHP PEDQLQ atls serious gbout itSkfuture
IXO ZD\ 7RR RIWHQ uceess.7HP URXS V
DVN WKHLU FXVWRP R PHQV
VSHFLILF LQSXW VX 37 \ SRUW\
WKHP RQ )DFHERRN HIR& HPPSO KDWY H[FHO
RU ILOO RXW D VXU \ H\ UEHQPH KDYH RQ
VKRXOG EH OHWWLQJ FXVWRPHUYV WLPHV DV PDQ\ HQJDJ
GHFLGH IRU WKHPVMNXHPY WK W PHKER FNHVWDDNLQRDEXG/WRPHU
ZDQW WR VD\ DQG GRIDLQ %XW OHW’V MODQVUD EVW DERXW
3¢ FRPSDQ\ PXVW WKHIBUBSPE ZKR DEQYXRWRAVU ID¥FSHWWHRI |
ZLWK FXVWRPHUV DERKWRPW KL QUK/H H Pdusidmers i Yeing tétd/dven
WKDW DUH LPSRUWDBDOWRSIWKR WRQ PRXWH WKH GLEHUHQFH
WRPHUV' " VD\V '"HQEWWREHQLRSW FngtvbDSi
PDQDJLQJ SULQFLSH8EWAWD&LEDH LWV WR L{®) EIESS
FRQVXOWDQF\ %HDJFOHRWHVWEOGFK*DOOXS UHSRUWHG WKDW
*URXS DQG DXW KR UHPISH RYHAHYRPHR) DU@&&@WSW{)UIC{
HQJDJHPHQW ERRN PRRERIOFHNHR®\ WR LPSURYH FXVWRPHU
WKH &XVWRPHU"”’ 'umwmwwm[a‘mééHm%ﬁL&J kE
things as moments of truth,and SHUFHQW LQFUH D
FRPSDQLHYV KDYH WRWWWEWM K& A/ RPIQ\ FRPSDQLHYV ,
WLPH ILQGLQJ RXW IZRWWD\,@IOHLQJ-VWHQt@aI@OmﬂaﬂyKS
PRPHQWY RI WUXWKHBPSARHBYVNKQQVW D QXPEHU RI
FXVWRPHUV “° brands are tuned in to customer :

ORVW EXVLQHVV OHDE3HPFRRRQE TXL$/LHGCJQ$§ I/$ an (
DJUHH WKDW D NH\ RR@HDRFEWPIQDRXHUORRNHG DVSHFW RI
success is an ongoing steam D FXVWRPHU H[SHUlg@FﬂgV\Sth‘\eam C
RI KDSS\ FXVWRPHUWMW MKION I WKH HPSOR\H W LV

SD\ IRU WKH FRPSDOUHT XRIREGAO\ SRLQ%&&W&W&WG
and services. And then geting WHQWHG HPSOR\HH S
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ZKHQ \RX DUH QRW REDLIRBJW®R®H \RX ZHUH W
/IHW 'V VD\ \RX RUGHYPD | RMDFWIWRPHU :RXOC
tion on Amazon, as a Christmas WHOO DOO \RXU IULHQGYV
SUHVHQW IRU \RXU XRQ DXH¥YBVPH $PD]RQ LV

GHOLYHUHG WR \RXHRZRRW WWDHN & G\RRXIU &KUL
QHLJKERU VLIQHG IRXSLWREK @G J&KM VA YMQ HQ
RQ \RXU IURQW SRUBKORAR®W SBWHMHRQWXVWRPI
P\WVWHULRXVO\ YDQIOMUHKHG$ABRIRXRIHWY WKDW
KDYH WR IRUN RXW DKNHEZWK XRBW MEKH H[WUD

EXFNV PRUH DQG UHRXYGHRPMAKWH HYHQ ZKHQ

VDPH 30D\6WDWLRQVWUILKWO\H@QHOFHVVDU\ |
ZKHQ WKLV KDSSHOQBGRVMEBWY ISPWHUYLHZ WK
]JRQ FXVWRPHU D IHGDADDY@DOIRXQG LQ WKHV
$PD]JRQ VHQW KLP DVYHHAINHQFGWD SRNHQ E\ -
WLRQ IRU IUHH KH GHGOHPWHYXBRPRODYH | ZK\
WR SD\ IRU VKLSSL @dcustéhtér-Blidessed:

SDUW" 7KH\ JRW LW WRB&L@IJLBRWHPHD OXH WF
for Christmas. FXVWRPHUV LV WKH VLPS
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IT USED TO BE THAT |
A CUSTOMER HAPPY,
TELL FIVE FRIENDS. N
MEGAPHONE OF THE
WHETHER ONLINE CU
VIEWS OR SOCIAL ME
TELL 5,000 FRIENDS.
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that is the driving force behind must note that since informa-
$PDJRQ'V VHQVH RI WURKPOQFRQFHUQLQJ 13
DQG ZLOOLQJQHVYV WRRHI[IWUWNVPOIQPLWHG
$FFRUGLQJ WR %H]|RAR@PHDJREY BDUH TXLWE
customer obsession means ILUPV ZLWK H[FHOOH:?
WKH FRPSDQ\ LV DOWBWURIQZIWK KR GDWD
ORRNRXW IRU zZzD\V WQ WKSHLRYH1IWEK B QG Y
service they give them. IHYHUWKHOHVYVY ZH D
7KLV UHSRUW ZLOOURPOMN[DRESOHYV $QG Z
WKURXJK VRPH UHD DO WHR BIDPEQ HK\WRZ WF
| FRPSDQLHV ZKLFBR YXHFIRBWVRRQOBHSWYV |
OHPHQW WKH QRAVRIPFEE@ @R\ WKBIQLBWZD O
3 PRWHU 6FRUH D@KRWKHR(PNKH ZRUOG’
SOR\HH 1HW 3URPRWRB SSFQUHHV L QW R
WKHLU FRUSRUDWH VWUDWHJILHYV DQG
XVH WKH WZR DV- WRROV IRU LPSURY
ing customer service and boost-
LQJ UHWXUQV $00 WKHVH FRPSDQLHYV
FDQ VKRZ VRPH JUHDW H[DPSBIGHWRULD 'LQ
Rl VXFFHVVIXO L-QWH JAUDhY &l Qroedt maheger,
WRPHU DQG HPSOR\HH KD SSL QRelatonwise
L R WKHLU ILUP"V EXVLQHVV VWUDWHJ\
G KRZ WKLV LQWHJUDWILVBSH O HDRBIWK -R L
R RYHUDOO FRUSR U DWddibHaDDED X0
LQ WKH ORQJ UXQ +RZHYHU ZH &;2 $6

NP S

1 http://www.baselinemag.com/crml/its-all-about-the-customer-at-hilton.html

2 https://www.forbes.com/sites/shephyken/2017/05/27/how-happy-employees-make-happy- customers/#3973550e5¢35

3 https://lengagecustomer.com/customer-experience-strategy-employee-engagement-imperative-usaa-case- study/

4 https:/lwww.inc.com/tommy-mello/this-5000-friends-strategy-made-amazon-more-successful-than-any-company-in-world. html
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A FDUV DUH HYHQ RF PERXW®W\ XWLYYHLQQIH 7 H
WKH\ HYHQ KDYH WRKRRQLW @HHE WR EX\ J

years before they can get their WKH\"UH KHOSLQJ WK
GUHDP FDU 7KHVH PERWHGEKEOHVRUW RI .
SUH RUGHU QXP EH W¥rnéd) BoEbaudht.O D
HYHQ PRUH DWWHQWLRQ 6R ZKDW
GRHVY 7THVOD GR WR GULYH LWV KXJH
VXFFHVV DQG LQVShU -
- - KLJK OHYHOV RI anwpm%&@hﬁ\()f tk
T -_— 5 |_ m These are some of the reasons Cust()mer expenenc

WKDW UHWdd@W O\ F
the auto- -Industry
7THVOD UHDOL]JHG VR

Industry: Automotive/

: WKD .JDYH WKHP D K
Energy storage 1. Establishes an gy @ QWDJH LQ
Latest NPS: 96 connection with th'@WWRPHU H[SHULHQF
WKH SURFHVV RI RZQl

customer IDU EHWWHU WKDQ W

TesOD FXUUHQWO\ KRGYP D WY LRUH FDQI\RDMGKHRFBWH VSV 7F
IDFWLRQ UDWLQJ RI'IRU RxYWHAERRQ 9 FKH6DWMAD FKUD VGHIHDR R &
every other car manufactur- HPRWLRQDO FRQQHFW,IQRQKHRRWKHU FRP
LQJ FRPSDQ\ LQ 1HVEYRRERAQH RI W K HWHRORH.WIW \B ZHD WX VW R P |
6FRUHS uDwWLQJV 7HRW0B kBRSH@YRVR PIKNMN SMKLWKBS JHW D
FODLPHG WKH WRS PHRWYNVRWRWYWDQRG IRYHNRPIHVHKL QIJWKH FI
&RQVXPHU 5HSRUWVPEROWEOW 2R |DFWKH FWXWXWRPHUYV DUH
HU VDWLVIDFWLRQ VRYWHWERY Y VHDUFKHLEIPREMYVV RI RZQ
SHUFHQW RI 7HVOD R¥OQUMK B & W WK H KDV YDWG WRXEK SRLC
WKDW WKH\ ZRX0G BX\VY¥PRWkKkHYE IRXQ6EKRRYWQURNKEBW\DU W
7HVOD YHKLFOH LQ 'Prapds ig pasdtppachieve  UHJIXODU VHUYLFH DQ

$V D PDWWHU RI IDFAWKRHWHRQH NH HIIHPRHHWR WKHHEH GW U
GRHVQ W KDYH D KXJHOEKHYNRBWREPH EHKRRH GPRPODXWRPRW
EXGJHW XQOLNH FAKBP@MKEBEWKDBUH VWBIOH YH V LRRURY DQIS JUH
HUV VXFK DV )RUG FH®HQYHWKY FRPSOD@VOBIWHVRIQNVWERY
ORWRUV ,QVWHDG 7HY9B IO IHRQRY HQ\ BWEER B WHRV FLUM\D W
LWV EUDQG DGYRFDWH\RH&KRYWVKH PEREWMLRQURHBBOHF 7K
PRXWK PDUNHWLQJ WRLY HOXK LBH ¥ D4R Q IRRAIGGED VRWNED Q|
+XQGUHGV RI 7THVORXMo¥OH I QJItWx¥E HOQOHUYHUSBREBWRREWVO DQG
RXWVLGH GHDOHUVRY SR ERYREOW wkHR SXO@IL TEKHOWIR RMGKH FD U |

5 https://lwww.retently.com/blog/tesla-nps/



IN THE OTHER COMPAR
ARE CUSTOMERS, BAS
THEY PAY, THEY GET A
SERVICE. IN THE CASE
CUSTOMERS ARE PAR
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\RX SODFH \RXU RUGHWDPRAHKRYHAHVOD XD MWMRHGH WKH FULWLEF
RQH ZHHN WR PRGLMOWL¥ HIRWHRQKWUX UWBHU\7THRMWDO I/ KIDWHWFR QRP
7THVOD IDFWRU\ EHIJEQGW Q NSQRZRHQYWR -U HWE&&RNIG-MWRQEFRYG DOO
ing your desired settings. The WRPHU IHHGEDFN DRGQKKD N FINFXNDHIZ0 bR VW
FDU ZLOO WKHQ EH IGP-HMIHAHHIHEHE RV RPHisRs] a Imaikter ¢ Hrve.
RU \RX FDQ SLFN LWVRY HURP WxkHDV $ JUHDW H[DPSOH
factory and at the same time RI WKLV RFFXUUHG ZKHQ WZR
JHW D IUHH WRXU RTHWKOD ZRWINHUY VXEPLWWHG DQ RSHQ
WKHUH LV DQ LVVXHOHWWHVHWBRWRXYWWLD D IXOO SDJH
VRIWZDUH HQJLQHHWYLEDD RDWRPOWR QHZVSDSHU
XSGDWH WKH FDU UHRPRWMHWNHG6R7HVOD WR PDNH D IHZ
WKH\ FDQ ZRUN RQ EWD&XUNVNQWRNVKW-V ORGHO 6 ,Q UH
night and have itreadytogothe VSRQVH OXVN WZHHWHG D SKRWR
QH[W PRUQLQJ 7KHNHWHKH RBHMWOHWWHU VD\LQJ WKDW
VRPH RI WKH zZD\V 7THV\O@DPDORNHO/G LQGHHG LPSOHPHQW
LWV FXVWRPHUYV |H sb®e\éfShe BugDeSted/dHanged
LV GRLQJ PRUH-WKDQHWMIPALSON ROO WKLV DV PDQ\ UHDG
IHULQJ D JUHDW SURGXFALOOWNOQ\WRD OMR/OD KDV QRW \HW
FKDQJLQJ WKH LQGX\DWQHEG PWYFBHURILWY 7KLV ZRXOG
WLRQ RI FXVWRPHUXM2BODOMN@®HHDQ WKDW WKH KLJK 136
VFRUH WKH FRPSDQ\ PDQDJHYV
to achieve has nothing to do
ZLWK HDUQLQJ DFWXDO SURILWV ,Q

7JHVOD'V FDVH WKLV VWDWHPHQW LV
3. Takes customerfpovH IRU VHYHUDO UHDVRQV )LUVWO\

1 ZsHVOD HQWHUHG WKH DXWRPRWLYH
feedback seriouslyi 55 s 5 2 L

RZQHG D 7HVOD EX he'@; riers in

WHVW GULYH WKH 7 \'fé‘( gJLVIY\;(V V[\)’gg Il_z?JvagvaéLJRQ
7KH QH[W GD\ , UH

tn{gﬁg

v %vﬂ

HQWDO FKDQJH 7KLV

HPDLO IURP WKH FR Gé); QWDO QJ

LI , ZRXOG FRPSOH YH K PRUH GLFFXOW

WRPHU VDWLVIDFWVY # 78y 5R W K FF%WWH SURILWV DV

Q) PRV LovHVW D KXJIH
VRPH WLPH WR ZUL DAV 1 X v HOWHUL O3

KH@ & GLWLRQDOO\ WKH

NQHZ VRPHRQH DW %
W
BFLYY surexFwWLRO

ZRXOG DFWXDOO\ EH [
UHDGLQJ ZKDW , KDG W KH\ KDYH QRW \HW

©)
-
< -
\'
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GRHVQ W DFWXDOOXRDHN N XRW RAIRRRQH\ R
cOsrco VHOOLQJ WKLQJV ,WQBKDWMNPISMLQJ W R
— PHPEHUV DQ DQ Q X Damersitbl ther tstores, Costco
===WHOLESALE WKH SULYLOHJH RI VRROSIVOEVDWMA QWD OO
VWRUHYV DQG WKHVHRRASDWQ U N SWHRAHYW U
WKH EXON RI &RVWHQW [RSHUDRWL @RUG R
Industry: Consumer SURILW ,Q &RVWHRP SPEHUBWXODU JU
Brands/Grocery HG DQ RSHUDWLQJ EBROAG/VHQG RXW D Z|
ELOOLRQ 21 WKLV DXRRWQWQ DPD]LQJ VDC
Latest NPS: 79 ELOOLRQ FDPH IURFDPHREMUNKH SURQW S

IHHV RI OR\DO VDWOUNHIG F$WWRFPRNXQ/G F
ULHV 2 WR HQWLFH V

&RVWFR -KROHVDOJ-:\J,\iémmﬁg tin \G(fmldiKH VWRUH &
WLRQ LV WKH ODUJ alung W VHQG RXW Z
PHPEHUVKLS RQO\ guméfm ﬁﬁ/ (i,(] QVWHDG Wi
FOXE 7KH FRPSDQﬁ U OStCO @@ (Irtlsmgandare

D ZLGH VHOHFWLRQ R UKD Q EOH WR VLPXOWDQH
GLVH DQG DV RI Buadlz)A make | QH\ RQ PDUNHWLQJ
VHFRQG ODUJHVW UHWDLOHU LQ.WKH WKH VDPH ORZ FRVW

ZRUOG DIWHU DOP[ﬂ]@neezy ng h)llm/gs ZI—tHN

NQRZQ IRU REHULQJ FRQVWDQWO\ 6R ZKDW LV EHKLQG

FKDQJLQJ VHOHFWLQ@B argegeﬁg memb/erg:Fvaxo EXV

DWHO\ SULFHG KLJK TXDOLW\ OX[XU\ WXUH" )URP WKH YHU\

JRRGV DPRQJ LWV Laﬁ[a-rtprqu\aq fee f@qrv[h@’v PDQDJHUYV

UHJXODUO\ VWRFNHG EXON JRRGV $V DW WKLQJV IURP WKH
RI WKH FRPSDQER?WU\%QE 9 §hoplm GHYHORSLQJ
ZRUOG 'V 1R UHWDOLO KRLF QVXUHV D JRR
DQG SULPH EHHI ﬁ§§fﬁ E\ REHULQJ VXFK WKL
URWLVVHULH FKLFNa]g) Q @(ﬁ JHQHURXV UHWXUQ S¥
&RVWFR LV D UHDO OLIH H[DPSOH TXDOLW\ SURGXFWV !
Rl KRZ JUHDW FXVWRPKHLY WOHDIGV WR D Qstinardthesavngs made by
WLRQVKLSY JHQHUDWMHDHEBRQRPVLIF RI PHPEHUKD VAZIQUKWKHVH S
EHQHILWYV 7KH FRPBBQYHBERIL\RWYVUDWHVZKROHFBROW RVSXUQLC
DQ 136 RI SHUFHQ3H DRMQMD VW 'V QR PXVGHDWGH QW RKEY HUW
JURZQ WR PLOOLRMKPMPERVWFR V SURIULMDIEHD S WR\KHMHW GF
GHVSLWH VSHQGLQ det¢tds &bn€listeht BV@r the and attractive benefits.

DGYHUWLVLQJ DQG yedwdJNHWLQJ 7KH
interesting thing is that Costco :KLOH PDQ\ UHWDLOHUV VSHQG

6 http:/mitsloan.mit.edu/newsroom/articles/how-costcos-obsession-with-culture-drove-success/
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LQ PRUH WKDQ ORED/W LKREDWH D VWDE \
ORUHRYHU LW FXUUEKQWDHHQP SO R\YG St
SHRSOH DQG FROWURXHNVWR/ DW DQ
JURZ DW D IDVW SDFHSHUFHQW DFFRUGLC
Throughout the years, the magazine. $v D PDWWHU R
FRPSDQ\ KDV EHHQ BHUWEHNWORVHRS MRE DSSC
VXFFHVVIXOO\ DQG WstnerGuabadcandidate
JURZ GHPDQG IRU LWYSSHURERFWWDQ GLUF
7KH VXFFHVV KDV ODRXUH@ERMRPRP OLQH 7
IURP WKH ZD\ WKH FRWBDEX M\NUOHDKM\WQHYV 7

LWV HPSOR\HHV *ODVVGRRU UHYLHZV \
32XU HPSOR\HHV ZB8SIH FDWY W\SLFDO
Industry: Food and SDUWQHUV DUH DW WMKHH K.KDINUHAU RIL HAZKHH[ S +
UEXFNV ([SHULHIQFSK DN LEWHR QHSHHU V R Q!
EHYHUDJH &RE WUHDWLQJ RXU SDUWQHUV ZLWK
retailing UHVSHFW DQG GLJQLW\ B6WDUEXFNV
Latest NPS: 77 is committed to doing business

Uhoviv Lo 20w wsaLel BILIRKS, ay
VHOYHV LQ ZD\V WK L a\y
6WDUEXFNV LV b G UHREIHIPWLRI RXU FX WF}P]HU.V

JDWLRQ WKDW KDV DI\DW BM@HG/ JIDRE WO elr bUS”
QLILFDQFH 7KH FRPSOWDKEXFPRWRBRFPLWPHQW WR KDY

DOO RYHU WKH JORE}QD@GVDVELVISBGW%EmﬁdDa \gtg@vn
6WDUEXFEN"V VXFFHVWDRMDHG ELH) DR W Q EE) Vi
XWHG WR LWV H[WUKXRUIK FXNWRPYXMINRRHW W\ (PSOR\HHV

DQG HPSOR\HH UH O DWR DIWKH.C W KV -EL@@er@rFa CUItL

PDMRU SOD\HU LQ W&HFIRXWRRHMRPRWEKHLU R ZLWKRXW
LQGXVWU\ 6WDUEXPRNWVULFW 6 X IGO\S HOVGA] Wmm[ﬂféH
EXVLQHVV DURXQG PNQWROHDAR WKR YV REHQ

UDWH FXOWXUH LQ ZKRAKXQYKFDRRWYRHRQDEOHY D PRUH

OLQH PHDQV D ORW BRUB[W@[DQQMW(VSSFb@ @muhng@
SURILW 7KLV YLHZ PIWGPRMBKEXWLZHY¥K LV DSSUHFLDWHG

KDV JXLGHG WKH FREBWQ\%BBWWD%@W%V'Ot m‘
LQ DOO DVSHFWV RI{4ONWV FGHHP\EWBVGRN VW
RSHUDWLRQV ITURP WKWOODRUXEMUWLWQPH, DUH UHIHUUHG fit

RI EHDQV WR VHOOLQRJ\/\GUVQM\Ps@R\m(HH ham }ug Hprc@
VWRUHV 7KH FRPSDOSXDWQRXEGHG

LQ DQG DV RI K OBHDMVRHMY TXLEFN VHUYH UHVWDX



"OUR EMPLOYEES, WHO !
NERS, ARE AT THE HEAR
BUCKS EXPERIENCE. WE
ING OUR PARTNERS WITF
DIGNITY. STARBUCKS IS (
DOING BUSINESS RESPO
DUCTING OURSELVES IN
THE TRUST AND RESPEC
ERS, PARTNERS AND NEI
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(YHQ WKH RFFLDO FDWHKODHW IAHEWHKMHHGDVW ILYH \HDUV 6WDU
SURYLGHY LQWHUYLBXPMIYSKDDWQIBRFKWHBWHEY KLIKHU UHY
+%H \RXUVHOI :H ZDHQOWKXMW R OMWONRSHU HPSOR\HH ZKLFK
N QR Z \Raxbucks is con- FRUUHVSRQGVY WR WKH PRYHPHQW RI
stantly looking for new perks WKH FRPSDQ\'Y VKDUH SULFH
to offer employees- like pay in-
creases, tuition reimbursement,
health coverage and more.
:KHQ HPSOR\HHV VSHDN
6WDUEXFNV OLVWHQV :KHQ FXVWRP
HUV VSHDN HPSOR\HHV OLVWHQ"
And, at the end of the day, this
ZD\ Rl GRLQJ EXVLQHVYVY WUDQVODWHYV
LOQWR YDOXH FUHDWLRQ DQG KLJKHU
UHWXUQV IRU VKDUHKROGHUV 1 ZH
FRPSDUH WKH SURGXFWLYLW\ RI
6WDUEXFNV" HPSOR\HHV WR WKDW RI
WKHLU LQGXVWU\ SHHUV ZH FDQ VHH

7 https:/lwww.qsrmagazine.com/outside-insights/escaping-burn-and-churn-employee-treadmill
KWWSV AQDQFH \DKRR FRP QHZV VWDUEXFNV SURGXFWLYLW\ UHYHQXH SHU HPSOR\HH KWPO
9 http://markets.businessinsider.com/stocks/sbux-stock
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RI PLOLWDU\ UHWL WHE ALFERWBJ L QDW&H V
WKHLU IDPLOLHV W KB6PFRD/QN V@IWVH VV\KHHGF R
DUH OLNHO\ WR EH RRUOULNVOGWM ED O®H SRRXNGE
VHUYLFHPHQ DQG V bfthy ¢ustehzeR Bath@he current
DQG WKHLU IDPLOLHYHEHIPNDKRE D QWLFLSD
needs. They drive innovation
via their Innovation Community

AS the Compafﬂ QWHUSULVH ZKLF
DJ

HPSOR\HHV WR V

- - - . URYH WKH FRP¢

PULS it, itS MISSION swurrow =1 w
submitted over 10,000 ideas and

Industry: Financial iS “tO create @ vHFRUG EUHDNLQJ

. . ZHUH ODXQFKHG 86
Services/Banking 7 D\? ELOO L$R$<

Latest NPS: 75 maore ConnecwdHQw LQFUHDVH R

years:

863$ LV DQ LQVXUDQFH KROG
LQJ FRPSDQ\ WKDW ZDV VWDUWHG E\
PLOLWDU\ YHWHUDQV XXNVERP MR HWULHQFH LV RXU
LQVXUDQFH IURP WUDRELLNEBDPOWLWDUWKH VHUYLFH ZH
ers. They have been oneofthe SURYLGH WR RXU PHPEHUV LV WKH
WRS SHUIRUPLQJ FRAFROQEDW LR VBESHS ZDV EXLOW RQ 2
136 UDQNLQJV IRU WKHKHSBVIWQ&GH¥DWH +:H DUH IRFXVHG

7KH\ ZHUH DEOH WR @ NIQRMH Y RKK PHPEHUV DQG
KXJH VXFFHVV HVVHXXOIDOK@QQOMHMKYRMQOIEGLQJ WKHLU LQGL
a strategy of customer centricity. YLGXDO QHHGV VR ZH FDQ HE HFWLYHO\
:KDW GRHV FXVWRPHWURYMHGWULOFEIWRSULDWH DQG FXVWRP
ORRN OLNH DW 86%$3l08G XRD)XOMRLRQV WR SURWHFW DQG
WKH\ DFKLHYH LW" WOQKWDRDBEWWERHWK DDQDQFLDO VHFXULW\
YHU\ DFWLYH SURJURRUVMHRPEQRSHHM BBEBH SHUVRQDOO\
SDWK\ RQ WKH SDUW RPRMWYVWHFPES OWWRHKHHNLYHULQJ HIFHOOHQW
LQ SDUWLFXODU W Reéce éh gaKddidarire/ Wiat
stressed-out subset of its custom- HIFHSWLRQDO VHUYLFH EXLOGV OR\DOW\
HUV FDOOHG *zPHPEBQE® WUXBAS$SRYHU WKH ORQJ WHUP?
OLOJRV 86%$3'V FXVWRPKHILU WKUHH EXVLQHVYV JURXSV LQ
EDVH LV PDGH XS L@XUDWQIHHSEDWNLQJ DQG FUHGLW FDUGV

KWWSV ZZZ IRUEHV FRP VLWHV PLFDKVRORPRQ FUXVKLQJ LW YLD FXVWRPHU FHQWULFLW\ QRW JHFNRV DQG A\LQJ SLJV WKH XVDD PR
11 https://www.bookingbug.com/blog/3-companies-achieving-success-using-the-concept-of-net-promoter- score/
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sLooLrG surilw ro AIERIIGRHAS SU
UHYHQXH: “w@®IIRUH

$LUEQE ZDVQ'W \HW(}eed\edDiiin’EdeV(

O\ GXH WR WKH FRVW Rl WKHLU DJJUHYV

VLYH VWUDWHJILHYV YAy QA R

HISDQVLRQ DQG Fxﬁmma@w)ttﬁ’é

VLWLRQ 7KH FRPSDQ\ LQFXUUHG

D VLIQLILFDQW RSHM{@N@V}@Whe
PLOOLRQ LQ $V $LUE

HISDQGHG LQWR PR

and increased their mind-share to ﬁééﬁl\@ll ﬁétu ral ‘

|ndu3try: Lodging/ PDNH LW D PDLQVWD\ LQ WHPSRUDU\
Tourism DFFRPPRGDWLRQ IRP F[N/@LEJ) Qv Hal
RU EXVLQHVV WULSV LQLWL \ LW PHD
Latest NPS: 74 PDNLQJ*D %ORWMV.Q W
UXQ LW REYLRXVO\@SM&IG)@QFH LWV
YDOXDWLRQ DV RI LV D KXJH
:KDW LQLWLDOO\ EBUDQLRQWZR
URRPPDWHV XQDEOH WR FRPH XS ,Q *ODVVGRRU'V ZHO
ZLWK WKH IXQGV IRU WKHLU UHQW UDQNLQJ RI WKH EHVW
XQUDYHOHG LQWR VRRHWKLOJ PXFK L - EDVHG RQ DQRC
JUHDWHU WKDQ WK QEH&I‘H@XJQ%EIR\HH UHYLHZV $I

imagined. Founded in August of UDWHG SLUEQE "V PF

LQ 6DQ )UDQFLVI—'@I’]&Q@LL%J@HI’ rr!}mHvxow RI D FOH

$LUEQE LV KRPH WR SOR\ RQ DQG VWUDWF

HHV DFURVV WKH ZRUO& ZL-\fK_PihH HPSOR\HHV DQG WKH 2
Yiohe S

WKDQ PLOOLRQ X\pbl()JIa @IVILBuwLos srLoV

LWK FRXQWULHV DQG _ FHHGHG LQ GHYHORSL
FLWLHV XQGHU va%\/}gﬁw@evt%pq?um ZKHUH SHF
SURXG RQ EHLQJ D UCYH JURZ DQG SU
WUXVWHG FRPPXQLW)\ PDUNHWSODFH tELUEQE EXLOGLQJ D Z

ZKHUH XVHUV FDQ Emem @rSHS OXVLYH FXOWXUH

FRPPRGDWLRQ DYRXQG WKH ZRUOG WKDW LV LVRODWHG W

$LUEQE EHFDPH SU@W&%@@NKUWJUDP )DFLOLW
VHFRQG KDOI RI SHOw RI WKH HOWL
LV RQ SDFH WR VXVWDLQ_SYRILWDELOLW)H\ LOQFRUSRUDWHG L
E\ EORZLQJ DZD\ LWVV:a% LlJaMFI\[/IQDO from recruiting and onboarding



“YOU DON'T SEE THE MIS
ON THE WALL. INSTEAD, °
WHEN YOU WALK THROU
YOU SEE IT IN THE WAY T
BEHAVE WITH ONE ANOT
ANYONE WHO COMES IN
US. BEING A HOST IS ONE
PORTANT VALUES, AND I1
BEHAVE BOTH WITH ONE
EVERYONE ELSE.
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WR FLWL]HQVKLS SKHKVYHBWH ID PIROUMWERYQHFWHG ZRUOG?
andfood. (PSOR\HHV DUH+tBRXRKBRQ W VHH WKH PLVVLRQ DQG
LQIRUPHG DERXW HPYSIMD®RXHM RQUWKH ZDOO ,QVWHDG \RX
days and anniversaries through ITHHO LW ZKHQ \RX ZDON WKURXJK WKH
the intranet. Moreover, every GRRU DQG \RX VHH LW LQ WKH zZD\ WKDW
HPSOR\HH FDQ DFFHSNRAOW/HREHHKBYH ZLWK RQH DQRWKHU
RZQ ZHESDJH ZKLFKDIQWG PHMWQWDWRQH ZKR FRPHV LQWR
IDFLOLWDWH LQWHURP@WDHWZRIMK XV 7%HLQJ D KRVW LV
FRPSDQ\ PDNHV DQ HRERUM WRUERRQYW LPSRUWDQW YDOXHV
SHRSOH WRIJHWKHU DRGRW UMRKRIMDZH EHKDYH ERWK ZLWK
SKLHVY ZKHWKHU RQRQAH REBWKHIR XQJJBG HYHU\RQH HOVH 2
face-to-face meetings.

%H\RQG ZHOFRPLQJ SHRSOH
WKH $LUEQE FXOWXUHDVYNSGIUHYHQGHEDG RI (PSORHH
DQ LQVSLULQJ PLVVLRQ WHBWUHHMHMCGNRU $LUEQE
SEH\RQG XV DQG WKH\ KDYH VXF
FHHGHG LQ LPSOHPHQWLQJ LW $V WKH
FRPSDQ\ SXWV LW LWV PLVVLRQ LV xtWR

12 https://smbp.uwaterloo.ca/2015/02/airbnb-is-more-than-just-a-company-its-a-family/

KWWSV ZZZ EXVLQHVVLQVLGHU FRP DLUEQE SURAW UHYHQXH

KWWSV ZZZ TXRUD FRP +RZ SURAWDEOH LI DW DOO LV $LUEQE

KWWSV ZZZ IRUEHV FRP VLWHV JUHDWVSHFXODWLRQV DV D UDUH SURAWDEOH XQLFRUQ DLUEQE DSSHDUV WR EH ZRUWK DW OHDVW
16 https://www.linkedin.com/pulse/how-airbnb-became-worlds-best-place-work-roar-v-bovim/
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R URRP WR FRQ\
The COmpan)?Rﬁfﬁp HOHFWURQ
LQJ \RX RI \RXU FDORU

Iegendary focos ' @nvsrw: boo R

ences are connected, integrated,

D NDJHG L® D V
the CUStomervééséfféF'RV\VWHP RI I

SURGXFWV $GGLWLRQ

rl ence. Eve ry B¢d &imnovation beyond the

core by creating the infrastruc-
WR HQDEOH WKL
tomer tOUChpm‘EHXUH DQG VHDPOl
Industry: Consumer WKLQN $SSOH 3D\ VHF

Electronics (prOdUCtS, theUVV@ WULF IDFLDO

WKH L3KRQH ; 7KH PF

setestirs: 2 site, ads, app?&éimmJoRm:ut

QDO UHWDLOLQJ Z

sssoH Lv RQH RI w@MEkretail StOF DWHG LWV VWRUH

ZHOO NQRZQ UHWDLOHUV RI LQQRYD HEHIRUH zVHOOLC
WLYH WHFKQRORJ\ Q GLQJ RQ WKI
FRPSXWHUV WR KDkaﬁiwﬁmnsiﬁ@ﬁfUHPRYLQJ +V
VXFK DV WDEOHWYV DQG P LOHV ,W LYUHWDLO EUDQGLQJ EH
WKH WKLUG ODUJHV F]e p@ﬂ@:ﬂ;@@muchmme.
WKH 86 DQG VLQFH V KDG $QRWKHU SDUW RI $S
D PXFK KLIJIKHU IRFXV XSRQ UHWDLO tomer engagement strategy is
DQG FXVWRPHUV- WKDQHDVWY FRPSGIRV KD VWKDWHWKXHYFHRORSDQ\ D¢
WRUV 7KH FXVWR P HHY[ HO®MNWA. RWKHK DS HBY SRKAHUH PXKRNV REHUV
QRZ DQ HVVHQWLDO SSIPH W[ RH $5I13 Q HHVL V GLIEIHW HRQ VB O 20V FDHLNH. Q
JURZWK VWUDWHJ\ DQGHIQF RXOPRMW DU S & XM RBHWYW WRW5R WK
much of a brand featureasthe ULJLGO\ HQIRUFLQJ VQ/® GCBD WY Y HSHBM\N -
L3DG RU L3KRQH HQVXUHYVY WKDW WKH XMQGXHFWVYHKRIYHS EBFR
7KH FRPSDQ\ KDV DPBEIBYEDBUEHKDY L RUIMVRRXYWEQXOB KX\DV KI
IRFXV RQ WKH FXVWRPFQBNS HOL HQRR Y hardér@nrithir that fovls.
(YHU\ FXVWRPHU W RfotiR &R ang ivhctisrnirre For students, artists, and entre-
XFWV WKH ZHEVLWH RPGWLSS VW RHLAV KSUHTRAXUSRESES@WH KDV
DQG UHWDLO VWRUHRULR@Q CRXWN ZRQ VW VBERR BB\ FRP PXIQ IDMD\OD Q (
$SSOH H[SHULHQFH \RXHUSW K AKODIVWHW W RXAQRQRBSMRIRIPUVRIQW R WK

17 https://www.expertmarket.co.uk/crm-systems/apple-crm-case-study
18 https://www.forbes.com/sites/christinemoorman/2018/01/12/why-apple-is-still-a-great-marketer-and-what- you-can-learn/#5f843a0215bd
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] DQ DUHD ZKLFK |
AnOther part GEIAEP/-D GD\ ZLWK IUH
SXEOLF VHDWLQJ DQG Z

p I e ,S Ccu Sto IM @fce@ Rether feature is

+7KH )RUXP2°D-Q DUHD VX

gagement Straf&g¥o. ow ssson -
JUDP WKDW EULQJV WDO

IS that the COMPAFRRWRIUDSKHUY

and dther visidgharies together
1 R WKHU LGHDWH RQ
always tries tm@ SFFRUGLQJ WR $¢
$KUHQGWYVY 93 RI 5HWDL(

power CUSIOM&i§ es rxu 1RFXV RQ

DUWV°KXPDQL]LQJ WHFK:
1! " " RXJK H[SHULHQFHV V

Wh O th I n k d Iﬁé;rd_entertain visitors and
HPSRZHU HQWUHSUHQHX

ently”—seeking

to inspire custom-
ers to do things In
unique and creative
ways.

$SSOH REHUV \RXWK SURJUDPV

VXFK DV I[UHH FODVVHVY IRU FKLOGUHQ
OHDUQLQJ WR FRGH WR FDSWXUH WKH
imaginations of future con-

VXPHUV $SSOH LV DOVR WXUQLQJ

LWV UHWDLO ORFDWLRQV LQWR £tWRZQ
VTXDUH2 $W VHOHFW YHQXHYV

WKH FRPSDQ\ LV EXLOGLQJ +7KH
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WE ARE RENEWING C
ON LIBERAL ARTS—H!
TECHNOLOGY THROL
EXPERIENCES THAT E
AND ENTERTAIN VISIT
EMPOWER ENTREPRE
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+RZHYHU LV QRW R@O\ %XW EH L i
RQH RI WKH ILUVW? g }\_ngi: ﬁ%‘D g‘EY\[/)ﬁJI_';
IHWIOL[ "V UHPDUND V

:KDW GLVWLQJXLVK IZI C?L E YWKHIS/\A)'Q
WKH FRPSDQ\ SD\V

WLRQ WR NQRZLQJ LYWV IjX WRPFHUV PDIRLE
Industry: Media/ EHWWHU WKHLU QH éU é B\L}RQLDQCﬁ_V\?LHRV
and habits.

Entertainment 3 _
| atest NPS: 68 ., QGLYLGXDOV ZKR 2

. . PDI[LPXP LQFHQWLYH I
What distinguishes =

IHWIOL[ LV RQH RI W,KH

OHDGLQJ RQOLQH V eifﬁgﬁof&\ét-hat mﬁJHmUH LI \RX D

business. Getting subscribers is
9 creating a customer-obsessed

HDV\ EXW JHWWLQJmmmﬁy pay%PaDQ\ VLPLODU WR
\RXU FXVWRPHUV O 0] VLOHVV PRGHO PD
OHQJH +RZ LV 1HWI GR LW QLTXHV RI FXVW
According to Recode, a study FO& ? a\/{.ﬁentlom RQ DQG ZDON W
E\ UHVHDUFK ILUP 6HFRQG OHDVXUH EXVWRPHUVY" VKRHYV

UHYHDOHG WKDW VWQ‘@*!U'QR\JISX%RWKHU WKLQJ WK
E\Q/?E/QzHl\F/eVZVUD%DGPigéx D OUR Kby IHWIOL[ GLE HUHQW Il
0

WKH FRPSDC
1THWIOL[ VXEVFUstt_(@meFSObetterLHm DV EFDUHIX
SHUFHQW RI 1HWIOL[ XVHUV RQO\ SD\ L[SURYLGHV LV
IRU 1THWIOL[ $OVR Lﬂé@% LO@

JDO DFFHVV \
VWXG\ DUH 'LUHF709 $ éTgoﬂ%LR SLEWXUHV 7
$FFHVV DQ@l&M@UIaMh b:l YDULDEOH RI WKH 1H)
RQH RI WKH SLRQHH a ESV PRGHO LV WKDW LW L
DQG FKDQJHG LWV ODQGVFDSH IRUHYHUEHVW FXVWRPL]HG sSu
7KLV PHDQV WKDW FRPSDUHG WR

LWV SHHUV 1HWIOL[ KK# WDWH%}Z% mfgmadm'ms'w w
H

WDJH Rl HVWDEOLVKILRW I DWW LIRFHXS O
UHODWLRQVKLS ZLWW KK DWW BWBYH Y H R‘%oo DYDL

EHIRUH +XOX RU +%ZUWK HDPWRLQJIV RI o WRS
ODXQFKHG 6WDUWLQER‘|\U'UC%)D_\‘(/H[§5 |®Q %)Zl ﬁ H
DGYDQWDJH DQ\ FR RISIRINSHG DV W D U H (VWR L L\’/l(/gﬂeH\

for its innovation and courage.  three main segments:

KWWSV ERUQ LQYHVW FRP DUWLFOHV QHWA L[ VXEVFULEHUV FXVWRPHU UHWHQWLRQ
KWWS FXVWRPHUWKLQN FRP KRZ FDQ ZH EXLOG D FXVWRPHU FHQWULF FRPSDQ\ OLNH QHWA L[ LQ WKH GLJLWDO ZRUOG
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WKDW LW EULQJV LWV WKVRRPHHHMSBEYLYH |

VHULHV LQ WKH IRURXRMONMOY OHDH %ORFNE.

VRQV LQVWHDG RI| WRHOHMWH. QL WKWMHIPEXWLRQ
RQH HSLVRGH DW DinWdngyHo furér dcdextuate

DQ LGHDO YDOXH SWKISRVWLWQRTXHQHVV

DQ\ FRPSDQ\ DLPLQJ)W@DHFXORWH RI WKH U
IHWIOL['V EXYLQHV¥JBR&AG EUHDNLQJ FXV\
$QRWKHU DVSHFWHARHOWUUH A HWBSDIHLOLWLHV

OHJDF\ LQ WHUPV RILVG WKWDY\ WIKRIQW KHPHYV S

and customer centricity is they characters of some of their suc-

ZHUH QRW ERUQ DVFHY \RQIOLWDHHOILOPR G XFHG

VWUHDPLQJ FRPSD QasedotWath mikeéd froln their

DV D WUDGLWLERQD Y IUBHAHWNO FRPIHUHQFHV

SDQ\ ZLWK D XQLTXH SULFLQJ DQG

GLVWULEXWLRQ PRGHO 1HWIOL[ XVHG

D 1IODW UDWH SULFLQJ VFKHPH DQG

GLVWULEXWHG WKHLU UHQWDO '9'V

WKURXJK UHWDLO FKDQQHOV LQVWHDG
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ANOTHER PART NETF
REGARDING DISRUPT
CUSTOMER CENTRICI
WERE NOT BORN AS /
FILM STREAMING CON
A TRADITIONAL RENT.
WITH A UNIQUE PRICI
DISTRIBUTION MODEL
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JLQNHG,Q 7RGD-\ UH )
QRxQFHG wrow sprd ) 1SN rem:
UDQNHG DPRQJ EWV 7RS &RPSD

QLHV oLvw pFURVVOORAERNItied i@ C

|ndustry: Consumer ZDV FXOWLYDWHG XVLQJ GDWD IURP

. ILQNHG,Q DFURVYV Q;
Brands/Electronics HIRULHV ,QWHUHVM“M&E’W\EaE
Latest NPS: 67 MREV LQWHUHVW LQ D FRPSDQ\'V

EUDQG DQG HPSOR\emp yee eng;

SOR\HH UHWHQWLRQ
6DPVXQJ *URXS LV BBRYXWX ZDV umzm émzd t
.RUHDQ PXOWLQBWIERHQAMO PRQU@WRUQ m usa IS
HUDWH KHDGTXDUWKRXGHLRQEDRQH RI WKH PRVW SURI

vXQJ 7rRzQ sHRxO LwrresrrAsDQLHTIOWHAWAtck allc

QXPHURXV DFOLDWHMGERERVLDHWKHAXFFHVY FHQWHUHG RQ
most of them united under D FXOWXUH RI IDVW, L
WKH 6DPVXQJ EUDQBQOQ® QR WDK\H. ¥ H slﬁew\/\/é&mThﬁOI
ODUJHVW 6RXWK .RGOROHHR/DBIWRWRPH Rl 6DPVXQJ V .
IDPLO\ RZQHG EXVLYPHMWRXV ORFDWLRd/risveNl_ﬁln@\\l/iaitm
6DPVXQJ ZDV IRXQBRIRESBR\ZLGH 'D\V RI 6HUYLFH
/JHH %\XQJ FKXO LQ D 9RWXQ@WHHU 7LPH 2E 3URJUDP
WUDGLQJ FRPSDQ\ RQBUDWK(IRSOAWH *WHIH VEPWRWHG SDV
WKUHH GHFDGHYV - WKHRIURRS (@ISORIMHFHKEQR @ RWU EUDQG -
ILHG LQWR DUHDV LRGOXSDYYLURQOBWH BEKXW H SR GQR! Wk
SURFHVVLQJ WHI[W LDOENWMWHUX DOFWH HRUZEKH R 8 K HE\XR QW L
VHFEFXULWLHV DQG UB@\DR G UGMRYRQ D E FEXW LMy ByG-DUH
HOWHUHG WKH HO Hehangernghercomingn@es they Y\L RQDWH DERXW WKH
LQ WKH ODWH - V QG HVEBG RRUN-L Q CreyRRas tey greggpout giving
VWUXFWLRQ DQG VKLBW K LORGALEIOLQH Vv SRIGAN. PIQF. W R { B i Ip 2
GXVWULHV LQ WKH MUY HV WRNEHWHIUVLAAWLOEFBRYRRNY WKH
DUHDV ZRXOG GULYSURNWYD/ME VOO RPS ok PH®BP [WHU 3U
JURZWK 6LQFH IRFXWXRQ JLYLQJ EDHR BHEDPY XQJ (OHFW
KDV LQFUHDVLQJO\ cieadhg BanLdyramiés. North America.
LWV DFWLYLWLHV D QGnShotk toxdreyand LQ  *6DPVXQJ UHPPLQYV
SDUWLFXODU LWV KKPIE®H GKRIQHW 6D PNVXS WA FTRQWLQXDOC
DQG VHPLFRQGXFW KR VAL WKR KEDHY 8D U WPRIOR \GINiHHQJIDJIHPHQ
EHFRPH WKH FRPSDOQ\QVWRR® &RPSDQLMPVOLMARWFWKkRR ZKLFI
LPSRUWDQW VR XU Fteaogrition iQ #Rsearmentto FRQWLQXRXVOL GULYH

21 https://news.samsung.com/us/samsung-recognized-linkedin-top-companies-2018/
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service to customers during 6RXWKZHVW $LUOLQ!
HYHQ WKH PRVW GLAPSOW\MHWVHVNW LQLWI

+,Q WKH DLUOLQH S QREIX WWUK D WIKHIUBOD
DUH VR PDQ\ WKLQJNVNLW®D@HFIRX®XY WU\ L
ZURQJ RU VR PDQ\ MKV EGHHYIREWMULQJ L\

FRXOG JR ZHOO GXU,IQJ D WRPOPWKDHVW R

Industry: Travel and H[SHULHQFH :KHQ *>RW)W HPRSIORRHHY D UHI

L L HHV@ DUH KHOSLQJ D (FXQWSRIARHUW VKDUL
Hospitality/Airlines WKH\ ORRN DW KRZ WHKHERDHUBESH RPSH
Latest NPS: 62 WKLQJV ULJKW DQGRDNEBWMGDDRLRGGLW

IRU WKH FRPSDQ\ 2 FBR® ROKHDFK HPSOR)

FXVWRPHU UHODWLRQ®IEXV IERXWKERQW

6RXWKZHVW $LUOLHOMWDRW DY 6RXWERRHWW SR Y OERW VZKH Q
PDMRU 8 6 DLUOLQH WKH ZRUOG'V WR VHUYLFH LW FHU\

ODUJHVW ORZ F-vamub@liel\’e I‘Eg\\t\;\/iTNPHU H[SHFWDW

TXDUWHUHG LQ 'DOODV 7H[DV 7KH KHLU PRGHO R
DLUOLQH ZDV HVW Vv | WKH\ >HPSOR\HHV @
E\ +HUE .HOOHKHUDweLtrIéeaﬁlour eﬁiﬁd', dedicated, and ener-

ZHVW DQG WKHQ DGRSWHG LWV FXU JHWLF WKH\ ZLOO WD

UHQW QDPH 6RXWK F WKH FXVWRP]
ployees rightt

LQ ZKHQ LW EHJ VWRPHUV DUH
DV DQ LQWUDVWDW U \ ERPH EDFN $QG WKD\
ZLWKLQ WKH VWDWMH?f{Lé/éf@Eﬁ‘ CbSrKkrROGHUY KDSS
DLUOLQH KDG PRUH WKDQ

HPSOR\HHV DV Rk t@mgtﬁsUrlght, and in

DWHV PRUH WKDQ
viovro sv ri nenbiDl tHAL TESUILS in
6RXWKZHVW $LUOLQHYV KDG VFKHG MSI

XOHG VHUYLEHV WRInGPe/anE?dL
LQ WKH 8QLWHG 6WDWHV DOQG HLJIKW

oot arand Caymenand e 1ESS AN Profits
QDWL EHJDQ -XQH

6RXWKZHVW $LUOLtha1?<WI§.i%9“every0ne

LWV LPSUHVVLYH EUDQG DUR
EHLQJ GLEHUHQW Iﬁé H,UHVW RI
IHULQJ D SHUVRQD y-ULHQGO\

KWWS XN EXVLQHVVLQVLGHU FRP VRXWKZHVW DLUOLQHV SXWV HPSOR\HHV AUVW "U 86 DPS ,5 7
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KDV YHU\ JRRG UH Goars Ro@tVand inwikh tbad O
LWV HPSOR\HHV (PSOGRY{HVVDIUHLQFUHDVHG
HLWKHU PHPEHUV RDQAEHIFHDRDWBW QYK DW PDN
XQLRQV RU KDYH IOKDISEO R WRKOWULLDEOWQH H[
WKDW DOORZ WKHP DVROARIUSIRORQDHEHRBXW LW\
KRXUV 7KH \HDU ROGWXIMWHOLQH
LV NQRZQ IRU LWV IULHQGO\ DQG
RIWHQ ZLWW\ IOLJKW DWWHQGDQWV DV
ZHOO DV LWV WRS QRWFK FXVWRPHU
service. This stems from its em-
SOR\HHV ILUVW PDQWUD ZKLFK SOD\V
RXW LQ D WULPNOH GRZQ HEHFW
,Q RUGHU RI LPSRUWDOQFH
6RXWKZHVW UDQNV HPSOR\HHV
first, customers second, and
VKDUHKROGHUVY WKLUG +:H EHOLHYH
WKDW LI ZH WUHDW RXU HPSOR\HHYV
ULJKW WKH\ Z-OO WUHDW RXU FXV
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IN THE AIRLINE INDUS
ARE SO MANY THING:S
GO WRONG — OR SO
THAT COULD GO WEL
TRAVEL EXPERIENCE
EMPLOYEES] ARE HEI
TOMER, THEY LOOK A
CAN MAKE THINGS RI
MAKE IT A WIN FOR TI
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Industry: Laboratory
testing
Latest NPS: 58
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E\ - &KULVWLDQ $QGHUWHKQORXIMNKHUYLFH |
D IRUHZRUG E\ .HQQZ+HRGHOQYH® YDOXH IR
KHDG Rl VDOHV RI ((OWRDIQRXEERWFKQ RX
LQ '"HQPDUN (XURILQM BURGYHFW IRFXVHG
7HVWLQJ UHYHDOVRWWBWVWRKRAH RREDLW |
Q\'V VXFFHVV KDV DFR&RWRPR G R LZD ORI X H \
NHHSLQJ WKH 136 VERUHHKISIKHVHQW RXU
37KH VHUYLFHV ZH7GHOLD 6 XHVRX RYSKXW | F
FXVWRPHUV DUH WHFX\QAZRP A AR QY XD VW
WDQF\ DQG WKH ELRAKHPXFWOGWHMWHQW L
RI SURGXFWV VXFK BRVBXV @GLE P IPOLPL]H
WHULDOV IRRG SDFGDUD®J XAFRAMP HRU HI[F!

(XURILQV 6FLHQWLLFEN LEVWE LYW HWU . H XY HRW KHQIHHID WL R Q Z |
QDWLRQDO OLIH VFLHQFHVY FRPSDQ\
ZKLFK SURYLGHV D XQLTXH UDQJH
RI DQDO\WLFDO WHVWLQJ VHUYLFHV WR
FOLHQWY DFURVV PXOWLSOH LQGXVWULHV
7KH *URXS EHOLHYHV LW LV WKH
ZRUOG OHDGHU LQ IRRG HQYLURQ
PHQW DQG SKDUPDFHXWLFDO SURG

ucts testing and in agroscience

CRO services.

&RQVLGHULQJ WKDW WKH 3KDUPD

testing industry has an average

136 RF (XURILQV FRPSDQLHV
KDV PDQDJHG WR RXWSHUIRUP LW

VXEVWDQWLDOO\

(XURILQV LV RQH RI

WKH JOREDO LQGHSHQGHQW PDUNHW
OHDGHUV LQ FHUWDLQ WHVWLQJ DQG
ODERUDWRU\ VHUYLFHV IRU JHQRPLFV
GLVFRYHU\ SKDUPDFRORJ\ IRUHQ
VLFV DGYDQFHG PDWHULDO VFLHQFHV
DQG IRU VXSSRUWLQJ FOLQLFDO VWXG

ies. In addition, Eurofins is one

RI WKH NH\ HPHUJLQJ SOD\HUV LQ
VSHFLDOW\ FOLQLFDO GLDJQRVWLF WHVW
LQJ LQ (XURSH DQG WKH 86$%

7KH ERRN 3/RYH %UDQG” ZULWWHQ



NOW IT IS SOMETHING Ol
EMPLOYEES TALK ABOUT
THEY TELL EACH OTHER
THEY GET A SCORE OF 1f
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/JRADOW\ 136 SURJUDPRDNHY WDON DERXWQDWR WVAKNQ RZIOGIG J H
PDUNHU RI RXU VHUMWDFK @MMHQ ZWHQ VDIERH SMWL Y \DIVRD-HV R R ¢
LV YHU\ LPSRUWDQWRIRU XV WKDW ZH ]DWLRQ 1RZ LW LV VR
GRQ W OHW RXUVHO YHIVKOYRZQVHG O HWHRUSRPRWHY WDON DER
IRRG RI XVHOHVV .35 PRWUI FRUMKFW \HDUHOQRED DKQBWKHU ZK
DUH QRW UHODWHG WR RKIL @ XA YK SHHRSFORHU AHRIH VEHQWH ZH
RVLWLRQ 136 LV WKAHD ©HRVW QIS PDWRROV LR IHIZ3 6P SRR\ RPH
ZH FDQ JHW RI KRZ RIXY RUIMXUIKW WK LVZHDKDIY HRRPIOHFWHG
WLRQ LV SHUIRUPLQERVOKWHU®@Y RAU F X Wafe Rtisknteiesting W see the

FXVWRPHU VHU Y L-F HX®@G FXDOR W\ HP B L OFVH GBI B HKUK/MSRU\ | U
FDXVH LW DOORZV RXUHRZIPBXOWRWMRPY G Ithat iR Veited LsNoRl a WK bier

HUV WR UDWH XV DQORWSWRDY WRH V\ VRN HF EDVLRQYG LQ I DQ
KRZ ZH FDQ LPSURY R WHRBIUYVY R WK D@ EVHHKID'W K DAVK HE®! K D)
“DQG QRW MXVW RQIFW EBXW HRB O REXNW RWD SWH R UIRW QR IVR
HYHU\ WLPH ZH GR BXWIGEDFW R®QLWKHLWFXRWRP WKW\ EGG WRG
ZD\ ZH HQVXUH WKDW ZH OLYH XS WR UHDOL]H WKDW WKHVF
RXU KLJK VWDQGDU@Y EXW DQVR VROYWWLOO KHUH ,W LV D
Do\ LvvxHYV wkHuH Bidy @UT Compaﬂ g GLUHFW SRVLWL)

3:H DVN RXU FXVWRPHUV WKH EHWZHHQ OR\DOW\ DQ
PDJLF 136 TXHVWLR D +DSS\ FXVWRPHUV DU}
VHYHQ GD\V DIWHU WQQVQEMG OR\DO FXVWRPHUV VW
WKHP =~ .HQQ FRQW XHV 3% ISUEGXFW THVWLQJ "HC
LQJ WKLV ZH JLY-H t UH RI NHHSLQJ RX

WXQLW\ WR VFRUH XV RQ WKH ZKROH KDSS\ DQG WKHUHE\ O
SURFHVV IURP VWDW\t gqmg\yt LPWHQWHG LQWR F
LQFOXGLQJ LQYRLFLQ VR RXU TXHVW
2XU FXVWRPHU IHHGEDFN l-__l\:/-GLVWULEd r\IRPHU OR\DOW\ Z|

XWHG WR WKH VDOI-useS UIﬂSQWL

for the customers and to the .
FRQVXOWLQJ LQ WK (S%I Iogues
EOLQJ HYHU\RQH WR NH S =\W

WKH IHHGEDFN IURPal\rll U\/fE}@Uway We

WKH\"YH ZRUNHG ZLWK W JLYHV XV
D ERRVW WR UHFHL §WENQW
SHRSOH ZH KDYH ZR

D SHULRG RI WLPH ~

31RZ LW LV VRP-HWG_(amp-a'ny-

23 https://www.netpromoter.com/compare/






Your employees may be a cus
point of interaction with your b
Impression matters: a negative
or even mediocre first encount
prospect to your competitor fol
an employee Is a true brand a
customer experience Improves
repeat purchases, word-of-mo
dations, and continued online
through social channels and a

https://theblog.adobe.com/importance-employee-engagement-digital-customer-experience/



THE STORY IS TOLD OF AV
WHEN HE FIRST CAME INTC
PLOY, RENTED A HOUSE BE
DEERE. LATER, HE BOUGH"
WHERE ON A VERY SMALL
IT WAS A HEAVY LOAD FOR
MR. DEERE REALIZED HOW
WAS DEEPLY INTERESTED.
THROUGH THE SHOP, HE W
CHAT WITH THE MAN; AND A
FORE LEAVING HE WOULD S



"HAVE YOU GOT THAT HOUS
AND ONCE, AS IF HE COULI
RESTRAIN HIMSELF, HE LE#
AND WHISPERED:

"DICK, IF YOU DO NEED AN
HOUSE, DON'T FAIL TO LET

John Dee
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Denmark’s MOSt:
Recommended::

136 DQG H136 UHVXOV
HGJH WKH KDUG ZRUN
%UDQG KDG SXW LQ IF
years in order to attract and
UHWDLQ LWV FXVWRP|
WKHP KDSS\ DQG OR\L

In 2017, Alm. Brand Bank Jias.gaifiet thi

UDQJH RI FRPSDQLHV

title of being Denmark’s most reconymende

out of 100 registered COMPBAIBS. trow v
GLUHFW OLQN EHWZH]I

SOR\HHV DQG OR\DO F
.Q $OP %UDQG ¥%D@RPHU DQG HP%_OR\H DU
WUDIG *URXS K

F
*URXS UHFHLYHG WRHDWODNWA. P®/ 136 f/ safa
ZLVH ' HQPDUN'V ORINUW6 BRBH 136 PHDP_/%\lfl ¥P KHVDWLVIDFV
RPPHQGHG &RPSDQH$WBQPEB®2 WR ZKLFK Fv)b\(/\\/\{_RP GDV W 7
'0$9 IRU EHLQJ WRBPEBIOWRKHHHY ZLOO U|_|5 R/PPI—L|Q§R\{\JI QW VW
OLVW RI '"HQPDUN 'VFRPE®PWW WR RWKHU
recommended registered com- $OP %UDQG %DQN KDG DQ 136
SDQLHVY 7KH DZDU®RVYLQGUWRWKGCHPSOR\HH 136
WKH *URXS'V ORQJ WHB® HRERUWKHVH UHVXOWY DUH
WR EHFRPH WKH FRXQWHNG PIRFDWUNDEOH°QRW RQO\ LQ
FXVWRPHU IRF XV H Ghéfiqabc® iRdubti®, but in any
FRPSDQ\ 7KH DZzZDUicdustyUHPRQ\
ZKLFK WRRN SODFH DW ORJHQV
'DKO &RQFHUW +Db0OO LQ &RSHQKD
JHQ ZDV SDUW RI D FRQIHUHQFH
IRU FRPSDQLHVY WKDW ZRUN ZLWK




Hubspot
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ULFV ZKLFK HQDEOHM/KH ¥RREDQ\PSOH |
WR FRQVWDQWG\ LPSHRWEZ D @ KONV HYH
HUbSp t GHUVWDQG WKH L P STOREQWV\ K D WK ILQ M/ MKQ D ¢
engagement has on the broader XQQHFHVVDULO\ TXLU
EXVLQHVV ERWWRP GLQUIX S WH YUHH VOVD WV
RI WKLV LOWHQVLYHHBEBEWRIHAKZWRRI HQF
Industry: Software HPSOR\HH HQJDJHP H®® SDSMDAL GRUL QW H U
WKHPVHOYHV :LWK RFERPARWIFQURXQGHUVW
Latest NPS: 92 WKH ZRUOG D JURZWXVURWWVRD RYRWYV W K
DQG DQ HPSOR\HH EDVH LQ
H[FHVV RI +XE6S

JRXQGHG LQ WEKOQV AK@WHP HO\ IDVWﬁ\iN PEOPLLE
PLOOLRQ GROODU LQERXQG PDUNHWLQH®*XE6SRW SODFHV JUHI
HQWHUSULVH KDV H G H[SR DGYDQFLQJ DQG -XSVN
WLDO JURZWK RYHU%d %ﬁ%sl@s @&Hv wWuHDWLQJ ¢
IXHOHG E\ WKH VWUHQJWK D WKULY DV D ORQJ WHUP EXVL
LQJ FRUSRUDWH FX e PHQW $00 HPSOR\HH\
VHOI LPSURYHPHQW mm \ \HDUO\ DOORZDQ]
DQG HPSOR\HH ZHOO WRZDUGV FHUWLILHG

'KHQ %ULDQ +Dool éﬂ']:ahns a tOpRXUVHV DQG DUH DE

'KDUPHVK 6KDK HVWDEOLVKHG WKHLU WR LQ KRXVH OHDGHU
VPDOO GLJLWDO VW%thgip)migﬁuy/RQDOLW\ GHYHOF
DJR WKH\ PDGH LW U WRULQJ SURJUDP\
FUHDWH WKH NLQG RI \WKDW WR FRQIHUHQFHV REH
WKH\ ZRXOG ORYH vf@ E'Eucbs LQVLIJKWY LQWR WKH |
WKDW SURPRWHG DQ DXWKHQWL xo $QG ZKLOVW LW PLJKYV
WXUH Rl KDSSLQHVV BERHKRYREBQLAX JR DERXWRIHGOHVW VR \
LWV HPSOR\HHV WR ZRWNQW RZIOING ZL Q Q IHPB CRUPRKXOIZKHQ WKH
FROODERUDWLYH VXFFHHWIW DUH NH\ WLBV WRVLOW WDNH WKH I
7RGD\ HPSOR\HH HM@EDIHPHQW TXLUHG VNLOOV HOVH
UHPDLQV D WRS VWUDWHJILF SULRULW\ EHOLHYHV WKDW DQ H
IRU +XEBSRW WUHDﬁN@WM@EﬁIﬁA/@E\;G ZRUNIRUFH LV
DV D +QLFH WR KDY Y K K WKH LQYHVWP
D IXQGDPHQWDO GUERHEURHEXA\EBSRW IDMHBHNMRPOLNHO\ WR
VXFFHVV +HUH IXQSD/QD YROLWXVFV WR ID V¥ WXIURRP
PDWWHU ZLWK-HDFI BERXRPRMHIDOFIXXOLWXUH RI DGDSWDELO

WLDWLYH DWWDFKHGWNRODOWY IRZ\QSYHW RWYV HPSOR\HHV WR
DVVRFLDWHG .3,V- DQBSWRFFHHDVDOEGHW WKH VDPH WLPH"

3 https://lengageme.online/culture-code-four-employee-engagement-lessons-from-hubspot/
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ESTABLISH PURPOSEQDPWLYH 8OWLP DA

EHOLHYHV WKDW-DQ\ HP
+XEG6SRW UHDOL]HGforYTH kst ihRY&RvirdhRent
WKDW WKHUH ZRXOgFEHKQRKHRAKARVYHHO FRP
HHV WR FUHDWH D Fng@rihevt) Bnd Bidourales
HYHQ D EXVLQHVV IO XY B EWKREWMUY WR |
WKHLU FXVWRPHUYV + RIKBYWY S BEBEFH2°ERWK IRL

WKH\ FUHDWHG WKHLAG6) s WK@MYHRPSDQ\" Vv
IRU WKH FXVWRPHU PRWWR DQG

WDVNHG HPSOR\HH Y

U\WWKLQJ ZLWK WKHmuémployeE
PLQG 7KH OHVVRQ" :KHQ SHRSOH

DUH GULYHQ E\ D FE@N g gNanf}ent

DQG DQ DFKLHYDEOH J

have a reason to be committed

WR ZRUNLQJ WRZDJCE'maIIfm‘S/ aLIOp

WKHPVHOYHY DQG XOWLPDWHO\ \RXU

business. strategic priority

PRESERVE POSfpiv HYOSBOt.
LIFE BALANCE

$V WKH OLQHV EHWZHHQ ZRUN DQG
SOD\ EHFRPH HYHU EOXUULHU +XE
6SRW LV JRLQJ WR JUHDW OHQJWKV WR
HQVXUH WKDW LWV HPSOR\HHV OLYH D
EDODQFHG KHDOWK\ OLIH LUUHVSHF
WLYH RI WLPH RU SODFH 7KH FRP
SDQ\'V KHDGTXDUWHUV DUH PRUH
KHDOWK VSD WKDQ RFFH VSDFH

KRPH WR D ZHDOWK RI QXWULWLRXV
VQDFNV H[HUFLVH FODVVHV VWDQG
LQJ GHVNV DQG HYHQ QDSSLQJ
VHVVLRQV $QG IRU HPSOR\HHV OHVYV
LQFOLQHG WR LQGXOJH LQ WKH MR\V
RI +XE6SRW +4 ZRUNLQJ IURP

KRPH LV D SHUIHFWO\ DFFHSWDEOH
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HUBSPOT PLACES Gk
ADVANCING AND UPS
EMPLOYEES, TREATIN
EVERY INDIVIDUAL AS
BUSINESS INVESTMEI
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LQJ DQG LPSURYLQJ BIPSROHRQWHUHHY LHZV 7
gagement strategies since 2014.access to accurate data on en-
7KH ODVW HQJDJHP BRI FHKEWNVIFRUHYV DQ
UHYHDOHG DQ SRLODWH IDJF DMBQHH WR
LQ HQJDJHPHQW LQYV KBPRIHWIKIWHGHEXOWN ZLW
SHUIRUPLQJ WKH ILOARDGHRN®& LLBQWHDP
Industry: IT Services SODFLQJ XV RQ SDU2QEW KWWK H YWWRSH\ LV
RI FRPSDQLHV LQHRREORVHHY JHW IXOO
Latest eNPS: 83 $PS'V 1HZ 7THFK %HQFKHP TMRQWLWDWLYH
DELOLW\ WR YLHZ FRF
team scores, and assess vari-

Founded in 2009, after The baCkbOnegFHv RYHU WLPH 7K

JUDGXDWLQJ IURP WKH 7THFK6WDUYV WUDQVSDUHQF\ DUPV
SURJUDP 6HQG*UL H&éﬁﬂ@ Id’ PSOR\HHV ZLWK WKH
DQ LQGXVWU\ GLVUXSWwW g KDW WKH\ FDQ GULY
EDVHG HPDLO VHUYLFH WR VROYH WK»—IJ HQWV ZLWKLQ WKHLI

ckpooHaIny r1 uHQOEPCFAte CUltUTe

HPDLOV RQ EHKDOI RI JURZLQJ
FRPSDQLHV /LNH Piis\dzeﬁmg "
VROXWLRQV 6HQG* G by tqelr
from the frustration of three

HQJLQHHUV ZKRVH Aslslﬁﬂhlagp\x, |—ungry,

HPDLOV GLGQ"W JHW GHOLYHUH
WKH\ EXLOW DQ DS llé a—nﬂ
OLYHUDELOLW\ YRJ_Dl\m L FoneSt
UHVSRQVLEOH IRU VHQGLQJ ELOOLRQV
RI HPDLOV IRU VRPH RI WKH EHVW
DQG EULJKWHVW FRPKSHO @DHWHERQWKRI 6HQG*ULG "V
ZRUOG FRUSRUDWH FXOWXUH LV GHILQHG

2Q LWV FRUSRUDWHE\ BMKRHILUW KN +DSS\ +XQJU\
FRPSDQ\ RIWHQ SRWVWXY IDQUHWWDRGHVRQHVW +RQHVW
focused on customer engage- VWDQGV IRU WUDQVSDUHQF\ DQG ZHO
PHQW +RZHYHU O6HRBPUHLGHGEDFN IUHHO\ 6WD\LQJ
DOVR REVHVVHG ZLWKXHQ RARKWMKLW\BBHOXH WKH FRPSDQ\
RI HQJDJHPHQW WKHKIHQUIDIWRRQWXJK SURFHVV RI
Rl HDFK DQG HYHU\ 3} DA/ KOHRVHB I HIPSOR\HH IHHGEDFN LQ
IHFWLRQDWHO\ FDOD HF® Q¥ 1ONWVGKGW VZ B\ WKURXJK VXU
7KH FRPSDQ\ KDV EMHQVPHDRXMJJURXSYVY DQG WHDP HQ

4 https://sendgrid.com/about/
5 https://sendgrid.com/blog/employee-engagement-the-4h-way/
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ORDG 6KRSLI\'V +DWNGIDSK RSUH\ SURG XF V
JUHDW H[DPSOH RI KRY HZ FEWIN RIPIRVY QW H U C
DFFRPSOLVKHG ERWIQ BURGWXH VBIUNRGOAFW L
DQG FROODERUDWLQHBDDWIYRQ\ DRMGUIDF L
PRQWKY WKH FRPSBROWMNWN OFKIHG/H W\S
WZR GD\V ZKHUH HPBORANHMOS DOLJQ H
Industry: E-commerce FDQ SXUVXH DQ\ SURNNHRMRY WEMHEWLY
_ FKRLFH DV ORQJ DWKWPVWARESDIQOO\ LQ

Latest NPS: 80 UHODWHG 0DQ\ +DPNIGHLUS @RV FW V
have become core featuresof $QRWKHU WKLQJ 6KRS
YHU\ VHULRXVO\ DQG
Canadian success story, . OLHYHV LQ LV WKDW 2
6KRSLI\ LVQ W TXLW@ kb@\“-ev& tha&H SURGXFWLYH ZK
QDPH \HW EXW LW OLNHO\ ZLOO EH KHDOWK\ 7KH\ RE HU
2YHU WKH SDVW W lﬁBg]\%§§Hp|ay%x J\P PHPEHUVKLS
RUJDQL]DWLRQ KDV JLYH \RX D D (
D VWDUW XS FUHDWHG E\ D ERXS u KHDOWK SURPRWL
RI IULHQGYV ZDQWL%UI @H ﬁdn LYLWLHV oL
ERDUGLQJ HTXLSPHQW RQOLQH WR D \RJD FODVVHV°\RX FD
JOREDO RSHUDWLRWFQ?QM@URVWL% WDQG XS GHVN
WKD Q PHUFKD G - HYH WKDW ZH!
RYHU ELOOLRQ L DOH - KXJH SDUW LQ GRLC
LQ WKH VDPH ZD\ W iﬁ/ :bve 'KHQ ZH REHU E
PDGH LW HDV\ WR VHW XS D ZHEVLWH OXQFKHV DQG VQDFN\
WKH H FRPPHUFH sj@.\stggp m&gnegx vﬂERxw WKH SHLI
EOHV DQ\RQH WR V Q E DNLQJ VXUH

store. DOWK\

1DPHG "V 1XPEHLSZ|aaCkS, it,S n81: 'DQLHO ‘HLQI

%HVW 30DFH WR :RUN LQ &DQDGD &&2 O6KRSLIY
ronze ine e colUSERBQUL the perk

covh enno zuiwwitaeRd s about

XQLTXH FXOWXUH 6KRSLI\"V HP

WLy e SuRTREKITIOL $0re people

WUXVWHG WR PDNH VRXQG GHFLItIr]R§

DQG PDQDJH WKHL

6 https:/lyourworkplace.ca/shopify/
7 https:/lwww.achievers.com/blog/2014/03/voluntary-turnover-unimaginable-shopify/
KWWSsV ZZZ RIAFHYLEH FRP EORJ VKRSLI\ FRPSDQ\ FXOWXUH



Costco
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50,000 205 0L MAKE Highty, paid,
R LR P AnRY STRBOYee
(ORI R DXCBRIR able to

Industry: Retail/ ZKDW NHHSV FXVWRRHWYV FRPLQJ,y -

Discouﬁt Stores EDFN DQG ZKDW Nﬂ@ﬁ\éah_&ﬁ»thls th.
UHQHZLQJ WKHLU PHPE lil:.\/KLSV :

Latest eNPS: 76 DUH WKH FRQVLVW baﬂk leRakretaile

HQFHV :LWK KLJKO\,SDLG KDSS\
&RVWFR LV ZLGHOWNOBZ™HHV ervwrHke Wal-Mart.

IRU SD\LQJ LWV HPSEORVMWHWU KEHE®LYHU RQ WKLV WKDQ WUD

ZDIHV ,Q SPHULFD A WRNWHB UHWDLOYYYULNIR D Co®P BW H

ZRUNHU HDUQV RQ [PEHOWRRHHE W XUQRY Hay rbrfovihgsdfnkhbf the incen-

DERXW  SHU KRXUFRQ® WI EXVLQHVV \WoNWHH Q@ HEHARY ZR X

FHLYHV KHDOWK EHQKRIUW B/AND B RIEODIQ Gx Wiy HVK RIFMR W HER \

YDFDWLRQ WLPH  $¥odtoPfidigraRdQraPMg LW y G X FH HPSOR\HH W X

VRXQGV &RVWFR'V fh2KHHESRRAHN | Wafhn&R VW D

ZDJHV DUH SDUW RIFRWY FRVMHWZYLHDIV DO G

SODQ :LWK HPSOR\EHVMHAHOWR RRDDB HPSOR\HH 'V DQQXDO
GHFHQW ZDJH WKH\ DUH PRUH SUR

GXFWLYH DQG OHVV OLNHO\ WR TXLW
+1R RQH zZzDV JRLQJ WR EH DEOH
WR VD\ ZH"UH PDNLQJ PRQH\ RE
WKH EDFNV RI RXU HPSOR\HHV EH
FDXVH ZH ZHUH JRLQJ WR SD\ WKH
KLIJKHVW ZDJHV LQ DOO RI UHWDLO 2
VDLG -DPHV 6LQHJDO WKH IRXQGHU
RI &RVWFR +*6HYHQW\ FHQWYV RI
HYHU\ GROODU VSHQW E\ &RVWEFR
JRHV WR HPSOR\HH ZDJHV DQG WKH
FRPSDQ\ KDV D SHUFHQW WXUQR
YHU UDWH FRPSDUHG WR W R
SHUFHQW DW RWKHU UHWDLOHUYV 2
7KH DYHUDJH &RVWFR HPSOR\HH
JHQHUDWHY QHDUO\ WULSOH WKH UHY
enue generated by the average

9 http:/mitsloan.mit.edu/newsroom/articles/how-costcos-obsession-with-culture-drove-success/
10 https://www.investopedia.com/stock-analysis/040915/3-reasons-costco-great-company-cost.aspx
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The company's\GEQ 5ok o
VLY%fFRPSDQ\ UDWLQ

Spencer Rasgoff-oovverry v s

WR :RUN OLVW RQ IRX

- - RQV DQG PRVW
IS the first to SaV:sv ovpric Lo w
+LJKHVW 5DWHG &

sestelP= % that he consigerge: «wun oun ve

YDOXDEOH WLSV IURP
=LOORZ WKH RQOﬂRJt_Q/O WW%& LQJ WKH LPS
VLWH ODXQFKHG L Z H HBJIJDJHPHQ
JRDO RI JLYLQJ FRQVXPHUV D EHW

wHu zo\ wr Exi oo HIROR@Rt-fUNGHAN oo o1

tate via data access. At the same

WLPH LWV FR IRXQ U Q . b .

FUHDWH D VXFFHVVE)I)YL]ZERCM@&%I’GSSIVG comg
ZRUNSODFH FXOWXLHHhI:IVSHFL

RQH WKDW GLGQ W |cs§ra€ﬁ%?i§t>s@iﬂmg\nf 4.2.

7TRGD\ =LOORZ *URXS HPSOR\V

Dhxonuos srvwy 28 MPo VRO People

HQXH UHVXOWYV LQ wH KXQGUHGV, R,

PLOOLRQV RI GROOPIAN anIdlng Wlth

7KH FRPSDOQ\'V &(2 6SHOQ
FHU 5DVFRE LV Wlfall_augm m@kes
WKDW KH FRQVLGH +
PRVW LPSRUWDQW LXQFWLRQ I WKH .
-rrsoo: : 7kLv ooPli@vjOB DOth easier.
ORZ *URXS 93 RI SHRSOH"'DQ
6SDXOGLQJ ZLWK D ODXJK PDNHV
KLV MRE ERWK HDYV oHhavem@BO ideugagedias
:KLOH KH KDV KLV &QD’\M:REPLV ,Q PDQ\ zD\V =LOORZ
SOHWH EX\ LQ KH DOURRKNOR D/ SMKDMWFW FDVH VWXG\ RI
KLY GHSDUWPHQW ZAKIONEIHWKEBRBNWRODNH ZKHQ D JUHDW
KLJKHU VWDQGDUG DG HSEIRWHRHOMYBQG DQ LOQYHVWHG

RI VFUXWLQ\ WKDQ BRRWVXWIWHOWHD®W ARROODERUDWH
SURYHG WR EH D WUHPHQERXHW BDANKDHWWWKHLU FRPSDQ\

Industry: Real Estate

11 https://www.investopedia.com/articles/investing/070715/costcos-business-model-smarter-you-think.asp
12 https://www.hrdive.com/news/how-zillows-culture-has-proven-to-be-a-key-success-factor/426766/
13 https://www.glassdoor.com/employers/blog/how-zillows-ceo-and-chro-partner-for-off-the-charts-employee-engagement/
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7KLV KHOSV HPSRZHU HPSOR\HHV VR WKH\ NQ
PLVVLRQ GLUHFWLRQ DQG KRZ WR VROYH SL

, | PDQDJHUYV DUH IRFXVHG RQ KHOSLQJ WKHLI
LQVWHDG RI DOZD\V WHOOLQJ WKHP ZKDW WR
ZLOO EH VHW XS IRU ORQJ WHUP VXFFHVV

Never be afraid of being outshined by someone on your team,
HVSHFLDOO\ D VXERUGLQDWH

*UHDW SHRSOH ZDQW DGYDQFHPHQW DQG LQF
QRW E\ FDQQLEDOL]LQJ WKH MREV Rl WKHLU |
FUHGLW IRU RWKHU SHRSOH' 'V ZRUN

, I \RX IRFXV RQ UHZDUGLQJ VXFFHVV SHRSOF
IHDU RI IDLOLQJ )DLOXUH LV SURRI WKDW \R?
IDLOLQJ \RX"UH QRW WU\LQJ KDUG HQRXJK
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] \RX"UH VWLOO DW \RXU GHVN DW S P \R)
HFFLHQW GXULQJ WKH GD\ 2Q D SHUVRQDO Q
RQ 6DWXUGD\V DQG , XVXDOO\ GRQ'W ZRUN R
PHDQ ,”P QRW WKLQNLQJ DERXW ZRUN®°, GR W
LW TXLHWO\ DQG DzD\ IURP WKH FRQVWDQW

JRU HI[DPSOH =LOORZ LQYHVWY KHDYLO\ LQ H
wuDLQLQJ (PEUDFH D FRUSRUDWH FXOWXUH
DQG FHOHEUDWHY PLOHVWRQHYV

7KH EHVW ZzD\ WR GR WKLV LV E\ VWDB\LQJ RQ
PXQLFDWLQJ \RXU FRPSDQ\'V PLVVLRQ DQG V
\RXU HPSOR\HHVY GR RQ D UHJXODU-EDVLV 7K
VWDQG KRZ WKHLU ZRUN FRQWULEXWHY WR W
, UHPLQG P\VHOI DQG P\ PDQDJHUV RI WKLYV
YouTube video on motivation.

7TKHUH'V QR URRP DW =LOORZ IRU QHHGOHVYV
SHRSOH QHHG DXWRQRP\ DQG LQVSLUDWLRQ
than the dictionary.
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FKLHI UHVRXUFH R 194 F

,Q KLV NH\QRWH Deﬂiwqgﬁ@mﬁare (
(%1°V %HQHILW

([SR LQ 1DVKYL00H§MQ§/§ES; they

YHDOHG WKH DYHUDJ U W

LOQVXUDQFH ILUP L&Vn\lmi}&we 61:'

Industry: Financial VRPH HPSOR\HHYV K%ﬁémszﬁﬂweKSS

services/Insurance WKH FRPSDQ\ IRU P :

+,W'V DQ DPD]LQJ FRPSDQ\ DQG

Latest eNPS: 62 they are staying 20,30and 40 pHOW DQG WKH FKDO«

\HDUV 7KH FDOO LQufHiQMETW MX BREN SO

YHU UDWLR LV -SHUYRHIW QP WdRRPRE HH

My
$IODF ,QF LV DQ $PHUERDBQ SHUFHQWzRY WK W &\ el wr J

LQVXUDQFH FRPSDQWR YGRXVWRHIHORRAWLR QR - R ENW LY +
ODUJHVW SURYLGHU WKVX3YOHPHWBW D BQIXMIPIDEH LVVXHY D

LQVXUDQFH LQ WKH 8QUWRE WWEWIFDUH R\ RSPRd 00 VLIPSO
7KH FRPSDQ\ ZDV IRKH\G HBKIHQ ZLOO W DN fiRy R MK H X0 1+

DQG LV EDVHG LEX&RQKNV 2 7KH PL@QHQABDRDAG, 2 ki
EXV *HRUJLD ,Q WKHQ ;6ZRYINDIUWY H[SHFMWYPRSDFE WULHYV Wi

XQGHUZULWHYV D ZLSBIUHMEIHERAF DXV H R d s ohdYech-
LQVXUDQFH SROLFLHWKBWW.VYVZEHUH WbﬂdJFl"ﬁ'PIWLBQVHgFLS?OR\
KDSV PRUH NQRZQ IRWDWNVVS BWRBOO iH&'éhh\ngrﬂcQu\ch%'ﬁﬂeQe]é/

deduction insurance coverage, RXWVLGH WKH FRPSLPI@dOnKFt"(b(%PIQ\WLRQ )
ZKLFK SD\V FDVK EI—RI}HLR/\Q/RZQ(HH(BHQWRMJFQ/\bvaI-hMDE\NQXV GI
D SROLF\KROGHU KDV KOHF RYRHU MWGZD QW OXMRBAIVWHRR 4L VL EL
DFFLGHQW RU OO QHNDW LRHLPBRUWD QMW A r QW HYSPRRBIE RI |
SDQ\ VWDWHV LW iSZlZHQIEGPV\DVVQIInAFIUR@qqgQA(ﬂEWLIbgPWKH PRC

SURWHFWLRQ WR PKRDY WADVWHG LQ %&&QRWVD@(@/@WKLV
PLOOLRQ SHRSOIH ZROWGROQGHZH DUH Q%ZPZDQIQ/N'YQ‘LGLEHUHQF

$1IODF'V FDVH ZKHQWK BW EFDHQW? R |

LWV VWDE KDLOV |URPKW IR PIDQHDQYR WDNHV D

DQG *HQHUDWLRQ =ZDGH JURHBRDFK WR HQJDJLQJ

\RX FRQVWDQWO\ QBHAGRYNVZGAMENUHQW JURXSV RI HP

WR NHHS WKHP HQJBOHRGHHY )RU LWV IHPDOH HPSOR\
%XW HPSOR\HUV FHEW DRW WMPRSOH WKH LQVXUHU

ERWK ODUJH DQG VRROGVWRtZRBBQ V WHD2 ZKHUH

UHWDLQ WRS WDOHQRPH®WM WKWMWKHIK IHPDOH H[HF

2ZHQE\ VHQLRU YLHKWBYHYLGR GWVFXVV FDUHHU GHYHORS

13 http://fortune.com/2015/06/04/spencer-rascoff-keeping-your-best-employees//
KWWSV 7272Z DADF FRP DERXW DADF GHIDXOW DVS|[
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PDQDJHUV PHHW ZLWMXI WKKHIW KVMHDEP VZRUN
TXDUWHUO\ WR SURWLER XSEBWHDVEUR
about business and discuss FRPSHWLWLRQ WKH I
GHSDUWPHQWDO DFELHWHPAGQWWHDQGGV |
JRDOV IRU WKHLU FRQWULEX
EUR'V RYHUDOO VXFF
SOR\HH'V FRPSHQVDW
The company hefieues o so. 1ru
HOHPHQW LQFOXGLQ.

that success requilr@s +v oqc voul

SURJUDPV OLQNHG WEF

a culture where i+ r1 wkH FRPSDQ!

Industry: Toy _ _ EXVLQHVV RU LQGLYL
manufacturing formation I1s shareer\"Hv Fpa vLHz
L atest eNPS: 61 UHZDUGV DQG EHQHIL

guickly and OLQH SRUWDO $QG V

\HDU WKH FRPSDQ\ FI

2SHQ FRPPXQLFD Eft%estl‘;\égLM’Hf\?edBakaXDO DQG FRLU

HYHU\ OHYHO RI +D . ,
JURDWHU HPSOR\HHAIHMEEHYRGiveTIASRIO0'S long-
weow vxeenve uniaTORIQYEES ferlotgeittive for
ZKHUH LQIRUPDWLR LV , VKDUH .

entio talk fre |
e e biotalk freqlyiByee eng

& d(ues \an - :
o rraltenow wBUGAGUSS Aty ot is to impl

FRPSDQ\'V IRFXV Rcmarﬂagers. ] ]
communication starts right from
wKH WRSS)RSUgH[DPSQBVERQWKQRQJ WQQMLUWQ@UOW

+/XQFKHV ZLWK /HDERHUWREORIHHHHQIDIHP HIQW L Vy WR
HPSOR\HHV DUR X Q GLRKWRXRIUBRP P X QL Fal Q@&bal con
VLPLODU RSSRUWXQIOREDW WR GANFWYRQV DFURVV WKH h
DOO DVSHFWV RI WIRHJ\ED(Q’lL]@N\M-\RQLW@t/I Em uat@
+DVEUR'V PRVW VHO®IPERY® R{HEX XQGHU \p sJL J mSS t
WLYHV 'HSDUWPHQWHKSBH PRUSRQDWH VWUDWHJ\-D% KRZ
DUH KHOG UHJXO D Uleey cantghgteiaHtQReRogniz- Organlz t|0n

KWWSV 7Z2Z EHQHA WQHZV FRP QHZV KRZ DADF WDFNOHV HPSOR\HH WXUQRYHU WKURXJK HQJDJHPHQW
16 https://csr.hasbro.com/employees/rewarding-employees
17 https://csr.hasbro.com/employees/engaging-our-employees
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WKURXJK HYHQWYV DQEBGDYDGEVO DUUDQJIHPH
$V D FRPSDQ\ GHGLEBWXGHWRH[LEOH VWD L
HQULFKLQJ SOD\ W LilRés$, En@nGestouredpictions

LQJ IDPLOLHV FORVHQ XIRRIMWRKUV -DQG ZRL

WKURXJK LWV SURGKEWMO ¥ DAKEHURBRXLGHOLQH
DSSUHFLDWHV WKH YIPGR UWH[QEHORIW\ IRU X
KHOSLQJ HPSOR\HHWYHDQWWDVLXQFR DV EDG Z|

JRRG ZRUN OLIH EDDD/QFM IDKH O\ PHPEHU E
FRPSDQ\ REHUV FRABHWIRVIHY RUPDO DUUDQ
SDLG WLPH RE SROIWRHMHWHH@FDXGLYLUGXDOV’
LQ WKH 8QLWHG 6WRMWGRY SXR RRRVW KEHVHW H U
ZHHNV Rl YDFDWLR E DQIYXMBH O\

EHJLQQLQJ LQ WKH ILUVW FDOHQGDU

\HDU DIWHU DQ HPSOR\HH LV KLUHG

DQ DGGLWLRQDO ZHHN RE EHWZHHQ
&KULVWPDV DQG 1HZ <HDU DQG D
VKRUWHU ZRUNLQJ GD\ RQ )ULGD\V

LQ PDQ\ ORFDWLRQV 7KH FRP

SDQ\ DOVR SURYLGH SDLG SDUHQWDO
OHDYH LQ DOO 8 6 DQG (XURSHDQ
ORFDWLRQV IRU SDUHQWY WDNLQJ FDUH

RI D QHZERUQ RU QHZO\ DGRSWHG

FKLOG $ YDULHW\ RI IOH[LEOH ZRUN
DUUDQJHPHQWY DUH DOVR RQ REHU
VXEMHFW WR PDQDJHUV  GLVFUHWLRQ

Hasbro appreciates
the importance of
helping employees
maintain a good
work/life balance.
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HASBRO'S LONG-TER!
FOR EMPLOYEE ENG/
IMPROVE COMMUNIC,
GLOBAL CONNECTION
ACROSS THE ORGANI
TO PROMOTE EMPLO’
STANDING OF OUR C(
STRATEGY AND HOW
CONTRIBUTE TO IT.
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WHDP LQ SXUVXLW RJIDPEULMWH®R¥XP FER\HHV
PRQ JRDOV IRU ZKLBR@HWBSHRGO\ KDYH W
KHDYLO\ 2 7 1HWIOL[7ARH SKKOUHWWWKH ULJKW
FXOWXUH GRFXPHQWWHG YDFDWLRQ 7KH)\
IHWIOL[ LV IRQG REZNVWWRXW WHKMLWHYJ DS
RQO\ #IX0O0O\ IRUPHGWXGNOUWDQRDPHBUY DV
Industry: Media/ WKH FRPSDQ\ WUHDWFWULIQHPLRVIMWHRRL[ V
. EHVWRZLQJ RQ WKHPQIVKRUWWDORRWQOWY HP
Services RI IUHHGRP VR WK H\WHOH) WRDMBIO IUHHGRP
Latest eNPS: 61 ULVNV DQG LQQRYDWH H LMK R KWWE M LIQQ W K
ERJJHG GRZQ E\ SURFRPSBD QKKK QGLISPSOR\}
VLGH RI DOO WKLV SIRZH 4 DKRZRIY HIUW £ VR U
IHWIOL[ KDG ORQJWHKRY BHPRIGH DUH OFHHF WHKEWR ZRUN
IRU LWV *IUHHGRP DRDW\DSERYYHELKOLIK OHYHIO\RX WH X\KWFIN@G H
LW\2 VOLGH GHFN DWBRZRQ) WRH-RRRU ZBEWRJD BHHQAIG® RKYH WKL
PXQLFDWH LWV FRUYRIUYDWRYDOXBRVNPRHLVH WR WKH KLJKHU
SRWHQWLDO DQG H[LYVYWLQJ HPSOR\HHV YDVW PDMRULW\ RI SH

+RZHYHU WKH FRPS@U\r Wet'sSsion O\thhew 2 VD\V 6DP 6

FRQFHUQLQJ HPSOR\HH HQJDJHPHQW FXVWRPHU H[SHULHQF
DQG GHYHORSPHQW m W éééerl?esearch.

GR ZLWK \RJD FODV\g{ m ntioned before, another

RU IDQF\ RF FH IXUQLWXUH ;1HWIOL['V IDPRXV WLGELW DERX\

RF FH PD\ EH FORVH|8R&Vd<|F@amK eamRUDWH FXOWXUH

JLDQWY OLNH *RRJOH )DFHERRN RPSDQ\ GRHVQ "W OLF
DQG <DKRR DV ZHOOiﬁ(V mﬁv %@LQVWHDG OHDY
RWKHU VWDUW XSV \,ﬁ éj THH WR WDNH D\
FRXOGQ W EH PRUH GLE HUHQW LQ WKH WKH\ QHHG EXW DOVR

ZD\ LW WKLQNYV DERtmu@N@@mmOﬂxw LQ H[WUD KRXUV

FDPSXV FXOWXUH 7KHUH DUH QR VDU\ +)UDQNO\ ZH LQ
JLDQW VOLGHV DW W wiwﬁgﬁquQDO WLPH
VSRQWDQHRXV xowg> SJL DLO DW RGG
tournaments and no Burning Man RE ZHHNGD\ DIWHUQRI
tributes. pend heaV” PHVY HWF 2

+2XU YHUVLRQ Rl WK'H JUHDW ZRUN %XW VWLOO°1IHWIOL]

SODFH LV QRW FRPSUtRAKYRIUYV YWKIFNLERYDRDWIKRQZKROH WI
OXQFKHV JUHDW J\FGD\NLIRWWHQJ H[SHSOM VKBE SRIRY\H&(2V ZR
RU IUHTXHQW SDUWIDHG ¥XWWHQ Y VWRIQU RXQKXHD LBAK\USKWW PDV V
Rl WKH JUHDW ZRUN SO v i\ U BDH QLIQUQJIJWDOOV™

KWWSV YDULHW\ FRP GLIJLWDO QHZV QHWA L[ FRPSDQ\ FXOWXUH GRFXPHQW
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EHIRUH VXJJHVWLQJWKMRRX ARG Q HER: WX M
SUREOHP (PSOR\HHV 2 7KLV SUR
ILHV HPSOR\HH SHUFH
Employees FRPSDQ\'V PDMRU SRO
UHYLHZV WKH SROLFLE
FROOHFWHG SHUFHSW

ndustry: Technology/ @€ Solicited tQoosn ssvowy as o

Electronics . ] %RDUG -% SOD\HG LP
DFWLYDWLQJ WKLV

Latest eNPS: 60 prOVIde Inpu'tS[D)WLRQ FXOWXUH &8$\
PHPEHUV WKDW

describing a Work «vioviov rus

/* &RUSRUDWLRQ IRUPHUO\ -% LV D PHGLXP IRU HF
/IXFN\ *ROG6WDU LV ‘ i communicate their
UHDQ PXOWLQDWLR%@%@Q@%@J&L&WQ)RQV WR WRS PD!
FRUSRUDWLRQ ,W L}V _WKHLRX K _OD aTéIRUP YDULRXV URC
FKDHERO IDPLO\ uxl@éd@&ﬁbp §f¥ K HPSOR\HH ULJKW
6RXWK .RUHD DQG LV KHDGTXDUWHUHG VLGHUHG ILUVW LQ DO
LQ 6HRXO /* PDNHV HOWPRWORQLFYLWK VIO QQ @XOKDYV EHFRI
FKHPLFDOV DQG WHOHFRPEXWREXF WKHRARPSUV@ARUSRUDWH F>
DQG RSHUDWHYV VXERVEHYYHYWLWM KBDNFWLYHQHVYV LQ FUHDW
/* (OHFWURQLFV =HQRWR IRVMWLYH ZRYN HOYLURQPH
SOD\ /* 8SOXV /* ,QQREKHKKOBBSOR\HH a.lfl@ﬂ @d.ﬁeﬁwthe
/* &KHP LQ RYHU  Foretigity\aod aytonomy is being . k

/*( LV FRQVWDQWOSVRRRWH®I WRG WK m
FUHDWH D FRUSRUDWW—ISU)RUWRUQV‘E\D‘EI@MQ(E% mT@Nta e
RQ FRPPXQLFDWLRQUHYRKOWNYV (PSOR\HHV _BlIH YROLFUWHG WR
+&RPPXQLFDWLRQ IRRMBROGHQIQSXW RQl‘m‘IﬁaillJV@Q Iasec
SUREOHPV 2 WKH /* SURRFHHHQWODBO&RZHDGHUVKLS VWI\OH IRU
HPSOR\HHV WR FR P PX®IPREWH ﬂuQHd\LYWM%H?Dr\)QJ
RQH WR RQH ZLWK WRK®@ MWFDOWMANH WK
DQG OHDGHUV LQ RUBHB\WRHRB\GDBRBVWXGJIPH

W ZKH
SRWHQWLDO SUREOHRWNLQS WRZRoGV #HWHRVL th%n WO

manner. And this communicaton FRPSDQ\"V JRDOV 2 +0\ ERVV DO .
LQYROYHV PRUH WK B® I DIHB UQER&MDtmwapdgweet”
LQJ WKH SUREOHP 3Dvgsthatrhp\® bayenbgemtues

HQFRXUDJHG WR YLHZAMRVWKH? SVREOHP

IURP WKH RZQHU 'V SHﬁQBWrK\MLJYFHPSOR\IIheDGﬂmpany’s

19 https://en.wikipedia.org/wiki/LG_Corporation



76

LG
RELATIONWISE NPS & ENPS REPORT 2018

/* DOVR RSHUDWHVFRDSRRPOWH EUDQFKHV W
SURJUDPV WR HQV X URUHDY BI@S CRARMMEVGHY D |
ZRUN OLIH EDODQFHFRXE®VARPISDIOYHUYLFH IR
EHOLHYHV WKDW HPBBRLRA XD EVUDIHFKHY ,Q
ERWK SHUVRQDO DQKPSORNMIWYLRQBDO\ PHPE!
OHDGV WR VWURQJ EXWLRHUS ZSHWKRWRHLU S|
DQFH DQG WKDW ZR W\ B LHRXED/AHMQBY VHUYLF
LV DQ LQWHJUDO SDW WHRHFRPS\DLQ@\JVE5 ' FHQW F
HPSOR\HHV KDSS\ )RU WKLV UHDVRQ
/* (OHFWURQLFV KDV D ZLGH UDQJH
RI LQLWLDWLYHV WR KHOS HPSOR\HHV
DFKLHYH ZRUN OLIH EDODQFH )RU
H[DPSOH WKH FRPSDQ\ SURYLGHYV
VWUHVV PDQDJHPHQW DQG SV\FKR
ORJLFDO FRXQVHOLQJ VHUYLFHV VR
WKDW HPSOR\HHV FDQ IRFXV RQ WKHLU
ZRUNLQJ OLIH ,W RSHUDWHV SV\FKR
ORJLFDO FRXQVHOLQJ SURJUDPV LQ DOO
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THE COMPANY BELIE\
THE HAPPINESS OF IT
BOTH PERSONALLY A
PROFESSIONALLY, LE
STRONGBUSINESS PE
AND THAT WORK-LIFE
AN INTEGRAL PART O
EMPLOYEES HAPPY.
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PRUDOH 7R WKDW HDR &HDQOWXKWORDNKE RI
D SRLQW RI URXWLQPDNHN BDFRUDLPSDIFW RC(
JRRG ZRUN 3HUVRQBAODUHPHDRYWH :RUNHU\
SHUNV IRU VWURQJ QROHM BEBPBUWRUHF XDWHC
DQFH IRU UHIHUULQOUMH KNDIHF HSDR SIRMNH O\
ing feature ideas and foravariety FRUGLQJ WR *DOOXS .

Industry: Software/ RI RWKHU WDVNV W KDKHEHQHPX¥ KWWIR EH
Banki organizatior#* UHWHQWLRQ IURQW E\
anking SURGXFWLYLW\

Latest eNPS: 59

Intuit believes In
e e w oLRE. RQwver of the

)DFHERRN EXW LW’V D I[IRURH,WR

UHFNRQHG ZLWK LQI\ﬂGlIW*i*(FjMaT.H The

GXVWU\ 7KH ILUP'V FORXG EDVHG
DFFRXQWLQJ DQG Wﬁg eTUWLQ©
VHUYLFHY JHQHUDW W O R Qmore'
UHYHQXH ODVW \HDU,IJURP PRYUH WKDQ

L|E

PLOOLRQ VXEVFULEQUMNA&Ke&More.

LW FRQVLVWHQWO\ UDQNV DPRQJ WKH
EHVW ZRUNSODFHYV 6 \Y;
WR D VWURQJ FRPSDEEGIZQQXm@Pé'
+ QWXLW EHOLHYHV LQ WKH SRZHU
RI WKH LQGLYLGXDO ORYHRRHUU VRV XLW PL[HV XS WKH
GR PRUH 7R PDNH PHUBDYREMWR NHHS WKH LQFHQWLYH
PRUH 2 VWURQJ 2QH W\SH RI DFKLHYHPHQW
7KLV VWDWHPHQW PBSBHHIHERWIRIFI® ZLWK D ER
WR ,QWXLW 'V YDVW @XVWRCHAIHEDYRWEKRW FRXOG JHW WKH
DOVR WR LWV HPSORNHHALNS LAEHWRH WKH WLPH WR ZRUN RQ
FRUH SLOODUV RI ,QWWRUWMHHEWS 0@Q\WHHW KDV DOVR VHW XS D
HQJDJHPHQW VWUDWHYWHP 68 RM IPIKNWNHY LW HDV\ IRU HP
DQ DZDUGV SURJUD B WK\W \K WAR FFRPG@HQG RQH DQRWKHU
WKH VXEMHFW RI D KB QIWHK® \Fis\FfiHHG H[SHFWDWLRQV LQ
VWXG\ 7KH SURJUDMHYWWBEERLIMPIGNV
WR IRVWHU KHDOWK\ ERPESIRWQLIWVVREAQQHU VFDOH D
WKH RF FH DQG PDLOEROYRQOVMAEDR\PIADUGY SURJUDP ZLWK

20 https://medium.com/glint-od-science/customer-spotlight-how-intuit-worked-up-a-company-wide-appetite-for-hr-data-part-1-of-2-8eaac314992
21 https://www.goco.io/blog/hr-worlds-innovative-companies/
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