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Comparando a experiéncia do cliente
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Criando uma jornada impactante do cliente

Para criar uma jornada impactante, voceé precisa de
métricas para:

Determinar onde voceé esta
Avaliar onde vocé quer estar

Mensurar seu progresso

Estas medidas devem:

Ser significativas para o seguro de vida

-ornecer definicoes consistentes

Representar o Mercado

LIVRA YR
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Estrutura LIMRA

Além do NPS: o relacionamento

Metrica quadridimensional baseada em
relacionamento

Lealdade

Analise de
pares

Qualidade

relevante

Escala de 0 a 1.000 (facil de entender)

Net Promoter Score vs. Industry Participants

Overall Net Promoter Score
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The In-Force Experience - Company Score represents an assessment of the consumers' overall
perceptions of their experience with the company itself (the company website, service from the
company call center, and any matenals provided by the company to help customers
manage/maintain their life insurance). The table above displays how the In-Force Experience -
Company Score varies by years since the last contact with the company.
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O Scorecard da Industria por 10 Anos

Overall Score and Sentiment
SAMPLE REPORT
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Overall Score/Sentiment vs. Industry Participants

- Ampla representacao de mercado 3
M"““_ SAMPLE REPORT

Overall Score Overall Sentiment

Company 2 | | 750 B0.0% 50% 0N | 203

Company 1 | J 720 E0.0% 250% S0 183

Amostra Significativa === =25
Company 3 [ | 700 540% %0% QRO 153

Company & | Jas0 530% 28.0% [HE0%E 103

Company 5 | ]800 0% 0% |NEEE 53

C vy 8 560 - i 30.0% SRR 3

ﬁ:[ ||s?f m : oo mww | =

Cormpany 10 [T 7] =50 4T0% 300% 20N 3

« Your Company's Overall Score of 710 is substantially| Company & | ] 540 © S0 25.0% |[ESINGN T

. . Carrpary 12| |53 o 00w NN | 2

- Quase 6.000 segurados (seguro de vida) entrevistados ¢ e o |
Company 13 [ sas T i

Individual life insurance policyholders, who have maint Company 16 [ ) 520 300% 3% IS =

. [ . rqn . were asked to give their perceptions of their experience Comparyis [ 520 - 400% 0w 20w

18 51 . 80% X 2

- Representando as 33 principais empresas (por contagem de politicas em vigor) O o < E— — N A
reaction to their experience managing/maintaining their] Cempary20T s 0% 5% EEmes 42

It measures the customers’ perceptions of interactions g:‘:::f’;g: ::: : 3.:' = i

) . , , . o ttself P — Csmox mE

- Baseado em painel (nao € necessario aumento de Tl para participar) o RN T e E— — e p— | =
Score. Maximizing positive sentiment (and/or minimizin) x:z; r—:; : ;"g‘ |

Company 25 480 0% 205% IS a7

s £ —— ol vos S | O

e._Gc:::l —_— Company 27 [ 475 | 280% 1% 2

Company30[ 470 -1 5% IS 77
e ] — Ll e . e

Company 32 [ 468 CRo% . mo0w [T -
Commpary 31 [ 435 pzmoNE e SN | 2
wer Group | L] 435% 7% e 103
sercheror. | > A oo mEDem | o

Sentiment [l P Neutral [l Negative

I Your Company Rank: 3 out of 33 1st Quartile
While the In-Force Experience - Overall Score provides an overall measure of your customers’ expenence
managing/ maintaining their life insurance, evaluation against industry participants provides a relative assessment
of your score in comparison to other industry participants.

Understanding the pattemn of sentiment provides insight into the In-Force Expernience - Overall Score. Maximizing
positive sentiment and/or minimizing negative senfiment improves the score,
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- Cx para empresa, distribuidor, grupo de pares, industria

- Analise de sentimento subjacente a cada pontuacao
V /[ T\ NN NN Y

- Avalia a percepcao da empresa e do distribuidor separadamente .Li [ ’QQA [‘,‘.ﬁv.'a ]
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Insight acionavel

A analise de impacto identifica como cada fator
impacta a Pontuacao de Experiéncia do Cliente
para descobrir as
oportunidades mais atraentes

Aproveite
Insights

quantitativos
para aprimorar
relacionamentos

Determine os
Investimentos do ciclo
de vida: Loja,
Compra, Em vigor,
Reclamacoes

Company and Distributor Dimension Analysis

Company & Distributor Dimension - Ease of Doing Business Legend

Company Distributor
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SAMPLE REPORT
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Distributor Dimension Impact
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030

Meets Expectations

on Your Company's Company Score.

on Your Company's Distribution Score.

o
©LL Global inc.™

Company and Distributor Dimension Impact

T

= The driver(s) Provides Value' has/have the most impact - ‘Meets Expectations’ is the strongest driver of the

= The driver(s) 'Provides Value' has/have the most impact - 'Meets Expectations’ is the strongest driver of

The Dimension Impact analysis establishes the relative weight of each dimension on the In-Force
Experience - Score. It is provided for both the Industry Benchmark and for your company to
llustrate how your customers weigh each of the drivers of experience vs. all participants.

SAMPLE REPORT

Benchmark

Company customer experience for all respondents to
the study.

Distributor customer experience for all respondents fo
the study.

Your Company

1A
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Aprendizados dos ultimos anos

LIMRA
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As pontuacoes da industria tem melhorado e diminuido —
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Ano de estudo

A capacidade de se destacar
sera cada vez mais dificil .

Serao necessarios insights
praticos para identificar
oportunidades especificas de
diferenciacao competitiva .

2023

B Empresa com maior pontuacao
™ Pontuac3o de referéncia e ——

Empresa com pontuacdo mais baixa .Li A ’('QA [r‘.ﬁv.'a »
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Lideres CX mantém o envolvimento do cliente
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Pontuacgdes positivas sdo impulsionadas pelo cumprimento das expectatiVac—=

Motivadores da experiéncia
do cliente

* Facilidade para fazer negocios

* Atende as expectativas

* Atende as necessidades

* Proporciona tranquilidade

 Fornece valor

M A ARRRNNAN

LIARA [
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Pontuagoes positivas sao impulsionadas pelo cumprimento das expeetativas==

Motivadores da experiéncia do
cliente

* Facilidade para fazer negocios
 Atende as expectativas

* Atende as necessidades

* Proporciona tranquilidade

e Fornece valor

Atender as expectativas esta
ultrapassando todas as outras areas.
E fundamental fazer jus a reputacao.

V' /[ [\ N\ X DY

LIARA [V
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Please Provide Your Feedback on the Conference App

OPTION 1 OPTION 2

[\ 2024 LIMRA Annual Confere.. 8:51 Wl T -
< Detail

1. Unlocking the Promise of Al:
Navigating Data Readiness Needs

Join us for an insightful session delving

into the latest collaborative research
offorte hetween | IMRA and Fauicoft Our

(no ratings yet)

Session Chat

Add To Calendar




Thank You
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