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Kiwibank makes good on the moment of truth 

Kiwibank launched in 2002 and has steadily built a 

reputation for excellence in customer service and 

innovation in banking. Now with more than 800,000 

customers, Kiwibank was voted New Zealand’s most 

trusted bank three years running in the Readers Digest 

Trusted Brand awards. Natalie Wyse, Market Analyst, and 

Toni Swatridge, Customer Strategy & Experience 

Manager, talked to BigEars about what having a voice 

feedback program meant for business banking. 

 

A change of focus 

Having spent the better part of a decade successfully 

coaxing customers away from bigger banks, Kiwibank 

faced a new challenge – preventing some of those hard-

won customers from leaving. Existing feedback programs 

focussed on the big picture but failed to shed light on 

why a customer who had previously been happy might 

suddenly decide to take their business elsewhere. 

 

 

 

 

“We knew that we needed a 

more direct line to our business 

customers. We had very high-

level measures in place, but we 

had nothing granular enough to 

really help us understand our 

customer-experience on an 

ongoing basis. And we’re also at 

the size where we’re starting to 

see a little bit of churn and we 

don’t know what the triggers are 

for that, so we needed to be 

talking to customers at a point 

where they’ve had an 

interaction with us.” 

 

 

 

 

Kiwibank already knew that the customer’s decision to 

leave is often made on the basis of just one negative 

encounter – a one-off interaction gone wrong. 

“It’s what we call the moment of 

truth. ‘I’ve rung up for a loan 

and you’ve declined me and you 

haven’t explained your decision 

properly’ – those sorts of things. 

We wanted to know what the 

customer experience was like at 

the moment of truth. BigEars 

made that possible.” 

Toni Swatridge, Customer Strategy & Experience Manager 

 

 

 



 

 

Seizing the moment 

 “It’s the extra tools and 

functions that set BigEars apart. 

The ability to receive alerts 

based on whatever criteria you 

set – for example we were 

alerted whenever a customer 

gave extremely good or 

extremely poor feedback. Then 

we were able to filter the alerts 

in quite a complex way to target 

the right people and ensure that 

the alert was actioned straight 

away.” 

 

Tools offered by BigEars allowed Kiwibank to intervene 

quickly and effectively when a customer reported a 

negative interaction. Customer Rescue became a huge 

and valuable part of the feedback program. More often 

than not, customers were unhappy due to 

misunderstandings and miscommunications – in other 

words, problems that were easily solved, but might 

otherwise have gone unnoticed.  

 

“With voice feedback we’ve been 

able to retain several customers 

who were ready to leave us. One 

recent example was a customer 

who represented half-a-million 

dollars of lending value – she 

was very unhappy and we were 

able to resolve the issue and 

retain her business. We would 

never have known about her 

without the voice feedback 

program.” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 
 

 

“BigEars brought more to the 

table than other providers – the 

ability to forward the customer’s 

voice to people in the leadership 

team who normally don’t have 

time to listen to it.” 

The team at Kiwibank have found that as well as being a 

powerful customer rescue tool, the BigEars voice 

feedback solution is helping them to better understand 

their customer journey as a whole. More than anything, 

it’s the unscripted, unedited voice of the customer that 

packs the greatest punch. 

“The verbatim is what we get 

value out of – that’s where the 

gold is. The verbatim helps us 

identify and prioritise what we 

need to work on. Bigger banks  

 

 

 

 

only look at the higher level, 

never at the verbatim. And I do 

believe we’re beginning to see a 

slight reduction in customers 

leaving.” 

At Kiwibank, the voice of the customer now resonates 

through every level of the organisation, influencing 

change and enhancing staff-training. It is even being used 

in performance reviews.  

“We’ve used the feedback in so 

many different ways. An 

example is in staff training. We 

play an actual audio to our staff 

and ask, ‘how would you deal 

with this scenario?’”  

 

 

 

 

 

 

 

The partnership between Kiwibank and BigEars shows 

what can be achieved when two organisations who truly 

believe in customer service and innovation work closely 

together.  

 

“We found BigEars really 

responsive and quite creative in 

looking for different ways of 

doing things to meet our needs. 

They listen. BigEars are a bit 

like us really, their attitude is; 

‘we’ll make it work, we’ll figure 

out a way’. They’re good at 

thinking outside the box.” 

 

 

Spreading the word 
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