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Corporate Objective – Sector Leading Services

Property

All other 
services

Net 
Promoter 

Score 

62

• Target >98% SatisfactionPlanned delivery

Stock data

Information

• Target >96% SatisfactionReactive

Our residents asked us:
• To improve communication

• Provide quick and easy access

• Allow them to help themselves

• Be digital by choice

• Provide great customer service

• Provide choice

• Work with us to agree options, materials 

and communication channels



Generations

Generations: Customer Insight & Nudge Theory



Generations: Customer Insight & Nudge Theory

Who are our Customers?



Generations: Customer Insight & Nudge Theory

London Profile 

Generation Optivo London

Generation Y 18% 17%

Generation X 40% 44%

Baby Boomer 26% 27%

Silent Generation 16% 12%



Traditional contact methods, choice & information



Benefits

• Move towards 100% usage of

• Paperless approach

• Improved appointments

• More efficient

• Increased customer satisfaction



Impact of Nudging



Next Steps

Address

Component

User info

Technical info



PiLON Customer Portal



Technology Driven



Technology Driven
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Average Customer Experience Score

www.pilon.co.uk

99.2%
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Neal Ackcral

Florian Moldoveanu

Q&A


