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2022|23 CSBA & FEAL Superannuation CX Benchmarking Program

Measure the CX that matters

Join today for:

- Independent, highly regarded 

syndicated research 

- Unique focus on Australian 

Superannuation funds

- Actionable insights, clear 

recommendations 

“Exceptionally well rounded, 

thorough program, looks at 

member engagement and 

satisfaction in a multitude of 

ways. Very insightful.”

– Fund ExecutiveClick here to register online

• Independent, best practice assessment of 

broad range of funds

• Track members’ and employers’ attitudes 

over time

• Identify emerging fund and industry trends

• Pinpoint great performance and 

opportunities to improve
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“The research, analysis and presentation are all of the highest standard – such a leap forward.   

The underlying analysis reflect very well on the progress that CSBA continues to make. Few 

industries have access to such a high standard of benchmarking insight that spans so many years.”

– Professor Don O’Sullivan, Melbourne Business School, The University of Melbourne 

Ongoing measurement 

The program covers two waves of research 

each February and July. 

Delivering the most relevant insights by 

capturing feedback from customers who have 

contacted your fund via telephone, face-to-

face, email, service request or online chat. 

Findings are collated to provide a 

comprehensive industry benchmark, allowing 

you to compare your fund to the industry. 

Detailed insights reports provide in-depth 

analysis of your fund results, revealing 

opportunities to evolve, strengthen and 

improve what matters. 

A unique collaboration

Created by CSBA, FEAL and Melbourne 

Business School in 2009.

Celebrated by Australian Superannuation 

funds for providing independent consistent 

measurement of member and employer 

satisfaction, trust, advocacy and loyalty. 

Customer Experience matters

We know customer engagement challenges 

every fund. Yet positive experiences provide 

an opportunity to build trust and loyalty. 

Do you understand exactly how your member 

and employer experiences impact satisfaction, 

trust and loyalty?

Do your customer experiences increase 

stickiness? Are your customers getting the 

answers they need? Do you effectively nurture 

their relationship with your fund? 

Providing members and employers with great 

experiences is important. So too is targeted  

engagement and effective education.

Independent, trusted CX assessment

Click here to register online
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Essential insights
Exceptional value

• Metrics that matter

• Better business decisions

• Stay informed

• Increase satisfaction, trust, 

advocacy and retention. 

Click here to register online
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Likelihood to Recommend 

(NPS)

Overall Satisfaction

Ease of dealing with fund

Key service attributes 

Trust and feeling valued

Quality of communications

Likelihood to Switch

Key drivers of Satisfaction, 

Ease and Advocacy.

CRITICAL

KNOWLEDGE

Discover which members are 

most likely to leave and why

Identify specific opportunities 

to improve satisfaction and 

retention

Analyse data across different 

member cohorts and 

demographics

Stay abreast of emerging 

trends, attitudes and 

behaviours.

INDEPENDENT 

BENCHMARK

See how your members 

and employers perceptions 

compare to other funds

Benchmark NPS, Ease, 

Overall Satisfaction, Trust 

and Likelihood to Switch, 

providing valuable context 

to your fund’s performance. 

COLLABORATE AND

NETWORK

Two tickets to the highly-

regarded annual CSBA 

FEAL Superannuation 

Customer Experience 

Forum in October 2022 

(valued at $2,000 + GST).

ESSENTIAL

INSIGHTS

Discover what 

your members 

and employers 

think and feel 

about your 

fund

https://www.csba.com.au/csba-feal-superannuation-cx-benchmarking-program/
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Join us for the 2022|23 Program

With the world changing so fast – measuring, monitoring and tracking member and employer satisfaction and trust has never been more important. 

CSBA continues to provide a quality, cost-effective means for accessing this critical knowledge and understanding – now in its thirteenth year!

Robust sample – delivers deep 
insights

Benchmarking data –
contextualise your performance Brand perception and loyalty

Know where your fund sits relative to the 

Superannuation industry.

MEMBER and EMPLOYER benchmarking  

Comparative analysis and reporting of member 

and employer attitudes and opinions against a 

wide range of funds.

MEMBER research

Get meaningful insights from YOUR members 

• 200 phone surveys with option to increase

• 100+ online surveys (minimum) 

• Insights from members with and without 

recent contact provide a broader view of 

performance across the membership.

EMPLOYER research 

Get meaningful insights from YOUR employers 

• 100 phone surveys with option to increase

• Provides specific insight into employer 

ratings and sentiment.

Additional themes explore

• Brand loyalty, perceptions and beliefs

• Factors that contribute to brand loyalty

• Risk factors that influence switching.

Plus, you have the option to add fund specific 

custom questions to gain further insights.

This program is purpose built to assist your 

conversations.

LIVE dashboard – easy to socialise
inside your fund

• State of the art graphic display of your data

• Ease cognitive workload for your team

• Robust data set, deliver answers to the right 

questions

• Live reporting coming online in 2022–

access results early, be confident your 

dashboard is up to date when you need it

• Monthly pulse tracker available, see page 8.
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Dashboard – live updates

Monthly pulse tracker – ready to go!
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Funds will benefit from the interactive online dashboard reporting tool and a 

fund insights report that details key insights, observations and recommendations 

for improvement. The dashboard has a host of easy-to-use analysis and reporting 

functions, allowing you to:

• Drill deep into the data – by demographics, cohorts, contact type 

• Analyse open verbatim comments

• Compare year-on-year historical data

• Extract and export data and reports as you need

Two user licenses are included as standard. 

Insights + dashboard reporting

Click here to register online
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Choose your options
Syndicated means exceptional value for money. 

Participate annually or bi-annually.

Member research – February and July

Inclusions Investment^

• Telephone survey of members who recently 
contacted the fund

- 200 interviews (per wave)

• Online survey of broader member base 

- 100+ surveys (recent and non-recent contact)*

• Insights Report and Online Dashboard access

1 wave 2 waves

1 year $19,250 $30,500

2 years $30,500 $57,750

Employer research – July only

Inclusions Investment^

• Telephone survey of employers who recently 
contacted the fund

- 100 interviews (per wave)

• Insights Report and Online Dashboard access

1 wave

1 year $14,500

2 years $23,500

^ FEAL members enjoy a 5% discount on standard program registration fees above
All prices quoted exclude GST

NEW monthly pulse tracker – see over the page 

Sign up by 27th May 2022

Let’s discuss your fund’s needs.

Sam Monteath

CX Director - Finance

sam.monteath@csba.com.au

0417 444 227

* Dependent on sample provided and response rate
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Key 2022|23 Program Dates

Program registration OPEN NOW!

Registrations close 27th May 2022

July 2022 wave fieldwork Jul/Aug 2022

Annual CX Forum Late Oct 2022

Feb 2023 wave fieldwork Feb/Mar 2023

Click here to register online

GIVE ME MORE!

+ 100  telephone 
surveys (per wave)

$7,500

1 x custom question 
(per year – 2 waves)

$3,150

1 x custom data 
variable
(per year – 2 waves)

$1,750

https://www.csba.com.au/csba-feal-superannuation-cx-benchmarking-program/
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Gain access to valuable member insights all year round

Monthly pulse online member survey Investment

• Monthly surveys of members with recent 
fund contact

• Standard questionnaire incl. 4 CX metrics and 
9 performance attributes

• Results reported via online live dashboard  

Monthly Bi-monthly

Cost per wave^ $2,500 $3,000

Cost per year^ 
(8 mthly waves)

$20,000 $12,000

• Additional fund specific custom question 
(closed)

Cost per 
question

$1,000 $1,000

^ Based on commitment of 8 x monthly waves. All prices quoted exclude GST.

NEW 
monthly tracker 
– stay connected

Track YOUR members’ satisfaction 

and trust year-round.  

It’s essential, and now available.

* Dependent on sample provided and response rate

Continuous, independent, best 

practice program

Track YOUR fund’s CX, month by 

month, year by year 

Identify and respond to trends as 

they emerge  

Cost-effective online methodology

Augment YOUR fund data collected in February and 

July waves. Pulse tracking program includes:

• Monthly surveys of members with recent contact 

(outside of the February and July benchmarking)

• Minimum 50 online surveys per wave*

• Level up!  Option to add fund specific custom 

questions and custom data variables

• Live reporting – view performance as the data 

comes in.

Click here to register online
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The 
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Experience 
Experts
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We’re all about 
helping your fund 
be even better

Better for your 
customers, better 
for your people 
and better for your 
community

Why better you ask? 

Well, whether you’re the market leader 

or gaining market share – there’s 

always room to be better.

We focus on helping you and your 

team be better – better than you were 

last year, last month or last week.

We create customer-centric cultures 

where people and organisations

flourish.    
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We know your customers

Customer experience experts

Established in 1997, CSBA pioneered syndicated, 

sector-based customer research programs in 

Australia.

Purposeful growth earned us the reputation of 

Australia’s customer experience experts – we stay 

at the forefront of contemporary CX thinking and 

strategy.  

We thrive when we’re helping clients deliver best 

practice customer services.

Proud to partner with hundreds of Australian 

organisations in our strong 25-year history.

Strategy 

and Consulting

Research 

Programs

Quality 

Assurance

CX 

Training

Better customer experiences 

start with strategy and 

planning. Create a customer 

journey roadmap that allows 

your organisation to pivot and 

focus.  Become customer-

centric.

Amplify your syndicated 

research by designing a 

bespoke research program to 

provide the right data, 

actionable insights and robust 

recommendations needed to 

inform better business 

decisions.

Elevate your customer service 

and experience. CSBA’s QA 

programs help you and your 

team measure effectiveness to 

get the insights you need.  

You’ll do better and be better 

for your customers.

Embraced by many of 

Australia’s leading 

organisations, CSBA’s CX 

Training and Development 

programs give your people the 

tools, knowledge and 

understanding they need to 

create better customer 

experiences.

Best practice programs
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We work with you 
and for you

To create better 
customer experiences

CSBA is proud to have some of Australia’s best 

CX experts ready to work with you. 

While we’re a diverse bunch, we come together to 

use our collective experience and expertise to help 

you create better experiences for your customers, 

people and community.

Delivering actionable insights

Like you, we know that customer research and 

intelligence can be one of the most powerful 

assets a business holds. We focus on providing 

accurate findings, intelligent insights and 

considered recommendations to drive decisions.

We work closely with you to understand your 

organisation, your challenges and broader goals 

and objectives. This ensures your program 

meets your unique needs.
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“To understand how our members think about their super and how they view the services 

they get from the fund, it is important to be associated with a reputable research partner 

who understands the sector and the journey it has been through. CSBA has been the 

perfect research partner for us for over a decade. They team with our internal 

stakeholders, embed themselves within the research projects, are always approachable for 

brainstorming, accommodating our increased expectations and sharing of findings. We 

trust their ability to provide reliable insights and craft innovative research solutions” 

- Laura Wright, CEO, NGS Super
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Thinkers and doers

It’s about striking the right balance between thinking 

and doing. Considered and pragmatic in our 

approach, we never lose sight of the task at hand 

and always deliver.

Inquisitive and informed

While we’re experts in our field, experienced and 

knowledgeable, we’re also passionately curious and 

inquisitive – always looking to learn, grow and 

evolve.

Inclusive and collaborative

We love people. Working with people. Learning from 

people. Bringing out the best in people and bringing 

out the best in ourselves. 

We work with you and for you.

Independent and invested

We join you on the journey, providing an expert, 

independent and objective contribution and always 

looking for opportunities to add value and improve 

outcomes.

We strive to be …
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Over the last 25 years 

we’ve helped hundreds of 

Australian organisations

deliver better customer 

experiences. 

Household brands, 

government, tertiary 

institutions, utilities 

providers, financial 

institutions and everything 

in between trust us for CX.

Independent. 
Experienced. 
Trusted.
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What else do we do?

Fund merger on the horizon?

CSBA is a trusted partner for many funds who have merged.  

Member retention is key to retaining FUM.  We’ll help you get 

there easily and confidently.

Emotion rich storytelling brings the numbers alive

We pause and reflect on how your members are feeling.  That’s 

right.  Feeling.  Not often discussed in the boardroom, how a 

member feels is often key to if they’ll stay or if they’ll go.

We have the conversations that matter – and are adept at 

providing you with insights and clear actionable 

recommendations for each of your customer segments.

How can we help you?

We’re interested in your world and how you can be ever better for 

your customers.

Sam Monteath

CX Director - Finance

sam.monteath@csba.com.au

0417 444 227

15



www.csba.com.au

For better customer experiences
STRATEGY | RESEARCH | QUALITY ASSURANCE | TRAINING

info@csba.com.au+61 3 9605 4900 /csba


