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Question:

Senator MOORE: There are options. And with feedback, I know that the company does lots
of assessment in working with clients about how they know about the service and if they have
been happy with the service and all that kind of thing. What is the methodology that you use
with the 24-hour service?

Mr Savvides: There is an advocacy survey. | am not sure about the methodology; | can take
that on notice and come back to you.

Answer:

The methodology of assessing customer satisfaction with Medibank, including with the Mi
Health service, is an online survey sent by email to some members after they have interacted
with the company. Members are asked specific questions and provide a rating out of ten.
From this raw data we derive a customer advocacy score. Each month we send out
approximately 100,000 surveys.



