Nigel Wright is committed to offering outstanding customer service across all of its markets and part of
that is seeking regular feedback from customers so that we can continually improve our service.
Collecting valuable data helps us to refine our processes as well as develop adequate training programs
for our teams. This in turn gives us a strategic advantage in the marketplace by allowing us to review
issues and then make immediate improvements, across all areas of our business.

Although we as a business enjoy a global reach through our network of overseas offices, the North East
has been and always will be our home. Last year, we enjoyed continued growth, expanding our
operations in Europe while assisting clients with growth in key developing consumer markets, such as
China and Brazil. Yet, even during this period of rapid expansion both clients and candidates have
consistently provided Nigel Wright with excellent feedback for the services they have received in the
North East.

At the end of our financial year we completed a full twelve month review of customer feedback. The
overall score for our North East business, over four quarters, was 94%. That means that 94% of
customers in the last financial year would recommend our services to others. This is particularly high for
any growing business and we believe it positions us ahead of our competitors.

In any aspect of performance measurement the objective is to analyse results and look for ways to
improve scores. This is what we have endeavoured to do over the last twelve months and the outcome
has been very positive. The results in the first six months of 2012, the latest of which we published
internally in August, show that the NetPromoter score for the North East business has risen to 96%. We
aim to continue improving this score throughout the year.



