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Figure 1: Relationship between financial health and mental health 
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Q: How big of an impact do a company’s employees have on your overall 
customer experience?

Source: PwC Future of Customer Experience Survey 2017/18
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https://www.regionshospital.com/ucm/groups/public/@hp/@public/documents/documents/entry_181278.pdf
https://www.regionshospital.com/ucm/groups/public/@hp/@public/documents/documents/entry_181278.pdf
https://www.regionshospital.com/ucm/groups/public/@hp/@public/documents/documents/entry_181278.pdf
https://www.benefitnews.com/news/changing-the-conversation-on-mental-health?feed=00000152-18a4-d58e-ad5a-99fc032b0000
https://www.benefitnews.com/news/changing-the-conversation-on-mental-health?feed=00000152-18a4-d58e-ad5a-99fc032b0000
https://www.benefitnews.com/news/changing-the-conversation-on-mental-health?feed=00000152-18a4-d58e-ad5a-99fc032b0000
https://www.icare.nsw.gov.au/injured-or-ill-people/motor-accident-injuries/families-and-carers/
https://www.icare.nsw.gov.au/injured-or-ill-people/motor-accident-injuries/families-and-carers/
https://www.benefitscanada.com/news/staples-canada-focuses-on-mental-health-training-pharmacogenetic-testing-120020
https://www.benefitscanada.com/news/staples-canada-focuses-on-mental-health-training-pharmacogenetic-testing-120020
https://www.benefitscanada.com/news/staples-canada-focuses-on-mental-health-training-pharmacogenetic-testing-120020
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https://www.pwc.co.uk/who-we-are/green-light-to-talk.html
https://home.barclays/who-we-are/our-strategy/diversity-and-inclusion/disability/this-is-me/
https://home.barclays/who-we-are/our-strategy/diversity-and-inclusion/disability/this-is-me/
https://sleepfit.io/case/lendlease/
https://sleepfit.io/case/lendlease/
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https://www.superfriend.com.au/app/uploads/2016/10/TAKING-ACTION-Best-Practice-Framework-for-the-Management-of-Psychological-Claims.pdf
https://www.superfriend.com.au/app/uploads/2016/10/TAKING-ACTION-Best-Practice-Framework-for-the-Management-of-Psychological-Claims.pdf
https://www.superfriend.com.au/app/uploads/2016/10/TAKING-ACTION-Best-Practice-Framework-for-the-Management-of-Psychological-Claims.pdf
https://www.sda.org.au/document/respect-and-resilience-in-retail-and-fast-food-pdf/
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https://www.remedyhealthcare.com.au/mental-health/
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https://www.utas.edu.au/__data/assets/pdf_file/0008/972395/WHW-Network-White-Paper.pdf
https://www.utas.edu.au/__data/assets/pdf_file/0008/972395/WHW-Network-White-Paper.pdf
https://www.pioneera.com/
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https://www.commbank.com.au/content/dam/commbank/assets/about/opportunity-initiatives/cba-spotlight-customer-advocacy-fy18.pdf
https://www.commbank.com.au/content/dam/commbank/assets/about/opportunity-initiatives/cba-spotlight-customer-advocacy-fy18.pdf
https://www.commbank.com.au/guidance/newsroom/comminsure-launches-new-digital-201804.html
https://www.commbank.com.au/guidance/newsroom/comminsure-launches-new-digital-201804.html


 

16 

 

 

 

 

 

 

 

 

 

 

 



 

17 

 

 

 

 

 

http://www.annualreports.com/HostedData/AnnualReports/PDF/LSE_LLOY_2018.pdf
http://www.annualreports.com/HostedData/AnnualReports/PDF/LSE_LLOY_2018.pdf
http://www.annualreports.com/HostedData/AnnualReports/PDF/LSE_LLOY_2018.pdf
https://www.carersnsw.org.au/wecare/
https://www.carersnsw.org.au/wecare/
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https://www.lloydsbankinggroup.com/Media/Press-Releases/2018-press-releases/lloyds-banking-group/mental-health-uk-and-lloyds-banking-group-launch-new-programme-to-tackle-mental-health-challenge-in-young-people-across-the-uk2/
https://www.lloydsbankinggroup.com/Media/Press-Releases/2018-press-releases/lloyds-banking-group/mental-health-uk-and-lloyds-banking-group-launch-new-programme-to-tackle-mental-health-challenge-in-young-people-across-the-uk2/
https://www.lloydsbankinggroup.com/Media/Press-Releases/2018-press-releases/lloyds-banking-group/mental-health-uk-and-lloyds-banking-group-launch-new-programme-to-tackle-mental-health-challenge-in-young-people-across-the-uk2/
https://www.nab.com.au/about-us/social-impact/customers/domestic-and-family-violence
https://www.nab.com.au/about-us/social-impact/customers/domestic-and-family-violence
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https://media.bupa.com.au/bupa-health-foundation-announces-recipients-of-1million-for-mental-health/
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$60b
is what mental 

health and wellbeing 

issues cost the 

Australian economy 

each yearh

>30% 
of people accessing 

homelessness 

support experience 

mental health issuesg

45% of Australian 

workers experience a 

mental illnessa

33% of the financial 

services industry 

workforce presents 

with mental health 

illnessc

$9b
is spent on mental 

health services 

each yearf

Higher temperatures 

are linked to higher 

suicide rates and self 

harmi

$13b is the direct 

financial cost of 

mental illness to 

Australian businesses 

each yearb

$750m

was paid out in life 

insurance claims 

relating to mental 

health conditions in 

2018d

3.5x 

Customers with mental 

health issues are more 

likely to be servicing 

problem debte

Frontline employees 

are often exposed to 

customer 

aggression and 

vicarious trauma

aABS (2009). National survey of mental health and wellbeing: Summary of results. Canberra. 
bKPMG and Mental Health Australia (2018). Investing to Save. The Economic benefits for Australia of Investment in Mental Health Reform.
cPwC (2014). Creating a Mentally Health Workplace. Return on Investment Analysis.
dFSC (2019). FSC State of the Industry 2019 Summary. 
eMeltzer H, Bebbington P, Brugha T, Farrell M, Jenkins R. (2013). The relationship between personal debt and specific common mental disorders. European Journal of Public Health. 2013; 23:108–13. 

fAustralian Institute of Health and Welfare (2019). Mental health services in Australia. AIHW 2019.
gAustralian Institute of Health and Welfare. 2018. 
hRoyal Australian and New Zealand College of Psychiatrists (2016). The economic cost of serious mental illness and comorbidities in Australia and New Zealand. A report prepared for the royal prepared for the Royal Australian and 

New Zealand College of Psychiatrists and the Australian Health Policy collaboration by Victoria Institute of Strategic Economic Studies.
IThe Lancet (2018). Lancet Countdown 2018 Report: Briefing for Australian Policymakers. November 2018.

The challenge The opportunity Shared value creation

Re-define

productivity 

in the value 

chain by 

integrating 

mental health 

as a lens 

across all 

business 

functions

• Businesses that incorporate more comprehensive and integrated 

approaches to mental health will benefit from a deeper understanding of 

mental health impacts across the value chain. 

• Businesses who do this well will reduce the substantial cost of mental health 

to business, improve mental health outcomes and uncover opportunities for 

innovation that competitors do not.

Build integrated capabilities internal to the organisation to manage 

the mental health of the workforce by:

• Getting the basics right through integrated mental health 

promotion, harm prevention and illness management to minimise 

harm.

• Moving beyond compliance to an outcomes focus to shift 

employee perception and behaviour.

• Applying a mental health lens across business functions to 

identify common factors and opportunities for proactive 

interventions.

• Learning from existing evidence to identify and implement 

bespoke solutions tailored to workforce needs, expectations and 

context.

• Using technology to proactively assess psychosocial risk and risk 

factors across the business.

Invest in 

product 

innovation 

that 

addresses 

mental health 

challenges 

facing 

customers

• Businesses who get the basics right by meaningfully understanding the 

impact of mental health on their own value chain will be better prepared to 

apply those skills and insights to customer facing products and services.

• This advantage will enable businesses to reconceive products and services    

in a way that better serves customers, generates revenue, enhances 

profitability and grows market share.

Help customers better manage mental health and wellbeing through 

innovations to products and services that:

• Applies learnings from a deeper understanding of promotion, 

prevention and management of mental health across the value 

chain to design products and services

• Draws on data and insights on customers as a whole to 

understand and predict triggers and risks

• Actively identifies and builds partnerships to guide meaningful 

integration of need and expectation into products and services, 

identifying underserved customers

Invest in 

community 

level mental 

health 

initiatives 

relevant to 

your 

business

• Building deeper partnerships and meaningful channels to engage 

communities will enable businesses to address challenges that impact 

both businesses and communities

• Businesses seeking to understand the experience of customers and 

communities in a fundamentally different way will be better positioned 

to address societal mental health challenges profitably

Manage the macro-economic impact of mental health and wellbeing 

more broadly across communities and clusters through:

• Investing in deep and meaningful partnerships to create bigger 

impacts

• Collaborating with partners from the perspective of customers, 

cohorts and communities to enhance understanding of needs and 

identify opportunities for innovation 

Make meaningful data connections across business 

functions to better understand risk, promote well-being 

and proactively manage mental ill-health across the 

value chain.

Use data driven insights to develop products and 

services that meet the needs of customers. Impact 

should be measured to integrate improvements and 

learnings on an on-going basis.

Look beyond the business to collect meaningful data 

that enables a holistic view of people in, address data 

gaps, inform measurement approaches, and respond 

effectively to emerging areas of risk.
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https://www.aihw.gov.au/getmedia/deb8af52-55f5-4901-9a71-5097ea5cc734/Overview-of-mental-health-services-in-Australia.pdf.aspx
https://www.aihw.gov.au/getmedia/deb8af52-55f5-4901-9a71-5097ea5cc734/Overview-of-mental-health-services-in-Australia.pdf.aspx
https://www.aihw.gov.au/getmedia/deb8af52-55f5-4901-9a71-5097ea5cc734/Overview-of-mental-health-services-in-Australia.pdf.aspx
https://www.aihw.gov.au/getmedia/deb8af52-55f5-4901-9a71-5097ea5cc734/Overview-of-mental-health-services-in-Australia.pdf.aspx
https://www.safeworkaustralia.gov.au/topic/mental-health#snapshot-of-claims-for-mental-health
https://www.digitalpulse.pwc.com.au/employee-experience-customer-experience-formula/
https://www.digitalpulse.pwc.com.au/employee-experience-customer-experience-formula/
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https://everymind.org.au/mental-health/prevention-and-promotion-approaches/benefits-of-prevention-and-promotion
https://www.headsup.org.au/docs/default-source/resources/beyondblue_workplaceroi_finalreport_may-2014.pdf
https://www.superfriend.com.au/app/uploads/2016/10/Promoting-Positive-Mental-Health-in-the-Workplace-Guidelines-for-organisations.pdf
https://www.superfriend.com.au/app/uploads/2016/10/Promoting-Positive-Mental-Health-in-the-Workplace-Guidelines-for-organisations.pdf

