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CASE STUDY: TheirCare

gD
How TheirCare Uses Resonate CX %/
to Elevate Customer Experience

and Drive Growth B

Introduction

As a high-quality outside school-hours care provider, TheirCare creates inclusive and
engaging programmes that support learning beyond the classroom.

Being community-led and data-driven, TheirCare embraces feedback and fresh ideas. They
needed a way to listen to feedback across the organisation that was scalable and could keep
pace with their growth as they scaled across multiple locations.

This search led them to Resonate CX, which has revolutionised how they track, analyse, and
improve customer experience (CX) at every touchpoint.

Objective
Building a Strong CX Foundation with Data

TheirCare’s main objective was to implement a scalable CX solution that:

= Measures, analyses, and acts on = Tracks customer satisfaction scores
customer feedback in real-time through Net Promoter Score (NPS)

= Streamlines feedback collection = Supports continuous improvement to

» Strengthens a closed-loop feedback uphold the highest standards of care
system to ensure timely action on = Generates actionable insights

customer insights:

- Inner Loop: Acting on individual
feedback to resolve customer
issues quickly.

- Outer Loop: Using aggregated
feedback to drive systemic
improvements aligned with

TheirCare’s values. “ -
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The Journey
Driving Improvements

SCALABILITY:
Consistency in
service delivery

SOLUTION:
Resonate CX
as the enabler

Investing in tech and
Resonate CX to
maintain efficiency
and customer-
centricity

VISIBILITY:
Control across
the hierarchy

Standardised
processes across

locations Real-time

insights into service
performance
across multiple
locations

Scaling Smart:
OBJECTIVE: H ’ - OUTCOME:
Efficient TheirCare's Ef.flclent sustalnable growth
organisation Orgqn|sqt|on with operational
Optimal number of efficiency
staff doing the right APPrOGCh

Efficient, scalable,
and customer-
centric expansion

thing (data-led),
managing multiple
locations

Enhancing the Onboarding Experience

Initially, TheirCare focused on measuring parents' long-term, overarching experiences
through feedback. However, they soon realised that understanding the early stages of the

customer journey was just as crucial for long-term retention and satisfaction. With this, they
introduced the 30-day and 90-day onboarding surveys.

Graduation
Enrolment
9 - @ Reduction
Tour Onboarding Relationship
(TheirCare focused touchpoint) Churn

A Typical Customer Journey of a Childcare / Nursery Center
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Christian, a key leader at TheirCare, explains:

"We wanted to capture the entire
customer journey. The first 30 and
90 days are critical for families
adjusting to our services.

By implementing these touchpoints,
we gained valuable insights into
their early experiences and could
make improvements accordingly.”

Findings

= The relationship programme revealed that the onboarding period posed some
challenges for parents and children as they settled in.

= By identifying this issue early, TheirCare simplified and enhanced the onboarding
process, improving the overall first impression for families.

= Using Resonate CX identified what TheirCare was doing well and areas for
improvement with data.

Steps Taken

With real-time insights, TheirCare implemented targeted action plans to enhance service
quality across different locations:

=

&

Personalised
Follow-Ups:

Area managers
personally reached out
to concerned parents,
ensuring their issues
were acknowledged and
resolved.

Identifying
Detractors
Weekly:

NPS scores were
analysed, with detractors
flagged for review and
swift follow-up.
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Operational &
Area Manager

Discussions:

Data-backed CX pain
points became a priority
in regular team meetings.




Result

TheirCare achieved a remarkable = Ultimately, TheirCare turned
increase in their Net Promoter Score dissatisfied customers into brand
(NPS) within just one year by putting advocates, reinforcing the power of
customer voices at the centre and acting on customer feedback.
addressing issues before they

escalate.

Now, with actionable insights at their fingertips, TheirCare can listen better, respond faster,
and innovate smarter, ensuring every child, parent, and educator experiences the best care.

What's Next?

As TheirCare continues to grow and sees the success of the Voice of the Customer (VoC)
programme, the focus remains on expanding services while maintaining a seamless,
high-quality customer experience.

5
Copyright © 2025.

‘7

Further expansion of service locations across Australia.

Further enhancing the customer journey by refining onboarding
and engagement strategies.

Continuing to provide safe, enriching experiences for children.
Ensuring cost-effective services that meet families’ evolving
financial needs.

By embedding a culture of listening and acting on customer
feedback, TheirCare is improving services and building lasting
relationships with families across Australia.
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We partner with organisations to
break down silos and barriers in order
to deliver exceptional customer and
employee experiences.

Resonate.CX is experienced in end-to-
end management for customer and
employee experience and voice of the
customer programs.

Resonate CX

@ www.resonate.cx
4 info@resonate.cx

Sydney:  +6129957 9400
London: +44 2078 463932
New York: +1332 895 6179
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@ World Class Platform

Flexible, Scalable, SaaS software
built for organisations of all sizes.
It is designed to cater for all CX
Programs.
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Fastest 2-Week Onboarding

Fastest 2-week onboarding
experience (vs. months from
competitors.

@ Global Company

We partner with clients across the
globe to deliver innovative customer
experience management.

(@) Make Acting On Feedback
Fun and Rhythmic

With role-specific dashboards, acting
on feedback becomes a habit.
Feedback flows rhythmically.
Opportunities are never missed.

@ Get a Dedicated Customer
Success Manager

We go beyond software and hold your
hand throughout your CX journey.

Compliant with Industry
Security Standards
One of the first in the industry to attain
ISO27001 Industry Security Standard.

Globally recognised and accepted
industry practice with ISMS.

Net Promoter, NPS and the NPS-related emoticons are registered service marks, and Net Promoter Score and
Net Promoter System are service marks of Bain & Company. Inc Satmetrix Systems, Inc and Fred Reichheld
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https://twitter.com/ResonateAU
https://www.linkedin.com/company/resonate-solutions/
https://www.youtube.com/@ResonateCX
https://www.resonate.cx/

