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Welcome 

Sue Farley 

Head of UK Partner and 

Delivery  
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We are building the Insights of the 

future 
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Our past  
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Change is constant 
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Facilitation 
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Partner and Delivery support  
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Client Practitioner support  
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Partner Account Managers 
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Over 100  

new people 

Insights Asia 

14-10 St Regis Residence 

33 Tanglin Road 

Singapore  

247913 

The Big Insights  

Challenge 2017 

 

Growth 

https://one.insights.com/onenews/Pages/It-is-looking-healthy-with-the-NHS.aspx
https://one.insights.com/onenews/Pages/Microsoft-+-Insights-=-A-recipe-for-global-client-success.aspx
https://one.insights.com/onenews/Pages/Be-proactive---the-Barclays-success-story.aspx
https://one.insights.com/onenews/Pages/Danone-is-our-newest-global-client.aspx
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Change is 
everywhere 
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Agenda 

Customer 

happiness 

Quality 

Education 

Value 

Technology 
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Q4  

14-15 

Q4 

15-16 

Q4  

16-17 

Advocacy 
 

“How likely are you to recommend  

Insights to a friend or colleague?” 

22 -3 +58 
Effort 

 

“How much effort did you have to put  

into getting your latest query resolved?” 

23 26 +45 

Score  Scale 

Advocacy:    -100 to +100  

Effort:           -100 to +100  

• Huge improvement in Advocacy score over past 12 months  

• Ease of doing business still a driver of concerns although scores 

increasing 

• Account Management making a huge impact on clients’ perception of 

how well we understand their business 

Customer 

happiness 



© The Insights Group Ltd, 2017. All rights reserved. 

 

 

 

  

• Recruitment was halted to define 

transparent and consistent 

criteria – now back on 

• Licensed Practitioner Insights 

Discovery Accreditations 

Quality 

• Value – business in 

place to maximise 

opportunities 

• Support for success 

• Win-win for all 
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Education 

On-boarding 

Insights Online 

Mentor meetings 

Inform and inspire 

External speakers at big events 
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Video testimonials 

White papers 

Articles 

New website 

Insights Online 

Technology 
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Value 

Customer Happiness 

Quality  

Education 

Technology 

Value of Recruitment   

Account managers 

Invoices  

Profile online 

Resources 


