Organisation / Industry:


GE Consumer Finance

The General Electric Company, with over 100 years of history, in excess of 315,000 employees worldwide and A$250 billion in annual revenue, is undeniably one of the premier global corporations; but it is also a major employer within Australia.  Over 4,600 people in Australia and NZ work for GE, and all 13 major GE businesses are represented in Australia.  

Since 1995, GE has brought together an impressive group of assets to form GE Consumer Finance Australia and New Zealand.  Within the GE portfolio, Consumer Finance ranks as among the most profitable and fastest growing businesses.  The Australian/New Zealand business is one of the fastest growing businesses in Consumer Finance (fourth largest overall) and offers a vast range of consumer lending products, including personal loans, auto loans, credit cards, mortgages, insurance and promotional retail finance.  We have 150 branches and 3 large centralised Call Centre Operations servicing over 3 million customers across Australia and New Zealand, and assets in excess of $11 Billion.

www.ge.com.au
Topic / Issue:


‘Service Transformation … 
How to transform service contacts into sales opportunities’

Every year GE Consumer Finance engages in hundreds of thousands of interactions with its customers throughout its many operation centres.  These support its Auto, Insurance, Cards, Mortgage, Personal Loan and Sales Finance products and focus primarily on account origination, customer service and collections.  However, one of the key challenges it currently faces is to understand how to transform these activities, which are primarily cost based, in to profit generating activities …. transforming service contacts into sales opportunities.

This topic requires a team of students to investigate and explore industry trends in customer service centres.  As there are substantial regulatory guidelines in the financial services industry, an industry analysis would also need to be conducted.  In addition, the team would need to review the structure and strategy of the organisation to understand its alignment to a sales culture.  This project would involve a substantial amount of customer contact, and the team would be expected to make recommendations based on their findings.
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