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Generic customer metrics will only go 
so far…
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Net Promoter 
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Knowing what’s important to customers
• Reliance on providers for almost aspects of their life
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• Treated with 

respect

• Safety protected

• Preferences 

understood

• Emotional 

wellbeing

• Social 

connection

• Enough staff

• Right skills

• Great attitude



Knowing who to ask

• Important to get all voices – direct customers and those 
people who support them

• Family members of today are the customers of tomorrow, so 
important to include them in feedback 
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Family

Client

58.8%

46.2%



7

Residential Care Home Care

Knowing how to ask

(All Family member respondents) (40% family member and 60% client respondents)



How are things changing?
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CX Inspiration from Other Sectors
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CX Models of Interest
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https://www.isixsigma.com/tools-templates/kano-analysis/kano-analysis-customer-needs-are-ever-changing/



Using CX Data to Create Results
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Enhanced 

reputation 

and 

resilient 

growth

Ask Analyse Act

Repeat

= +

Results



Thank you

Any Questions?



Interested in more information?
hello@felicx.com.au


