
More Than a Survey

The survey starts with a short client questionnaire that rates our
performance in many key areas: communication, broking service,
claims handling, policy terms, documentation and meeting
deadlines. The client rates each area on a one-to-five scale. Access
to the simple online form is made available to all of the local risk
managers working with the Willis team. The survey can be
conducted in as many locations as needed. Some surveys have
involved as many as 100 locations, while others have involved as
few as one or two.

As the client is providing this direct feedback, the members of the
Willis team fill out a corresponding questionnaire that addresses the
same questions, and also goes into further depth about the client-
broker-market relationships. The client’s responses are matched to
Willis team member responses, and the result is a multidimensional
picture of the client-broker experience in every country where the
client operates. The survey data is averaged and compared and can
be displayed in a series of electronic reports. This is an invaluable
tool for the managers of the Willis Global Network.

Taking Action

By comparing responses from the client and our brokers, we can
immediately identify a potential breakdown in communication. If,
for example, the client indicates an area where expectations are not
being met, but the Willis team member indicates that the client is
satisfied, then we know right away there is a misunderstanding. A
Willis Client Advocate® works with theWillis network and the client
to correct the issue.

The information from the Willis team members can also point to
possible sources of problems. For example, survey data may indicate
a problem with an underwriter or with the controlling office
coordinating an international program. Together, the client and the
Willis team can look further and determine where difficulties – and
sources of frustration – may lie. Then solutions can be developed.

Benchmarking

The survey, which was implemented in 2000 and has been used
extensively by hundreds of our clients, provides essential
benchmarking. The first year a client uses the survey, we calculate
an overall average score. This gives us a mark that we immediately
set out to surpass. In areas where we are rated positively, we still
work to improve. Our goal is nothing short of a top score in all
categories: exceeded expectations.

At the completion of the survey cycle, our Global Network managers
analyze the results and respond. Areas needing improvement are
addressed immediately. Areas of excellence are rewarded with
special recognition within the Willis organization.

Communicating across a global network is not easy – for a
multinational business with offices across the world or an international
insurance broker working to serve them. The Willis Global Network
Client Satisfaction Survey helps all of us reach our highest goals.

For further information, contact:
Claude Gallello

Global Network Practice
Managing Director & US Country Manager

Telephone: 1 212 915 7745
Email: claude.gallello@willis.com
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The Global Network
Client Satisfaction Survey

One promise we make to our clients is to communicate in an open, frank dialogue.

One way we keep that promise is through the Willis Global Network Client Satisfaction Survey.
Unique in the industry, this online tool helps you, our client, tell us what you think of our
international service delivery and show us where we can improve. The survey is completed via a
secure internet site.

Our survey is a key reason we believe the service satisfaction we provide our clients is unsurpassed.
No other international broker offers a comparable communication and feedback tool.
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The Global Network
Client Satisfaction Survey

The Willis
Global Network
Client Survey is
available to all
Willis Global
Network Clients
through secure
online servers.

(Note: screen print images above
may not print clearly on all printers)

No other international broker offers a
comparable communication and feedback tool.


