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How long have you been working at 
EG and what does your role involve?
Like many members of the EG team, I 

have been here for more than a decade, 

14 (and a half, but who’s counting?) 

years in fact. As head of customer 

success, my role is about ensuring our 

clients are delighted by EG Radius and 

take advantage of the improvements 

we are continually making to the 

product.

I manage the customer success team, 

which trains and engages all our 

Radius client base. I also look at how 

we operate strategically so we can 

automate processes wherever possible 

and create “extras” for customers: 

webinars, roundtables, newsletters 

and so on to help the sector meet the 

challenges of digital transformation.

How do you see digital disrupting real 
estate?
The pace of change has accelerated 

in the last few years, even more so 

during the past 15 months. I see the 

industry making more and more data-

led decisions and understandably our 

clients expect more from us when it 

comes to informing those decisions. 

It means I am continually providing 

feedback from our customers directly 

to EG’s product and tech teams. With 

the future of the (physical) office up in 

the air, ESG considerations moving to 

the fore and asset owners, managers 

and advisers so much more involved in 

operating real estate, that reliance on 

data and tech is only going to increase.

How is digital changing your work?
Put simply, it means we can help more 

of our customers more quickly. Just 

this year we have relaunched our 

video library with guides on how to 

use Radius. This has had an immediate 

impact. It means we continue to 

give support to clients after training 

sessions. The videos are then circulated 

by our clients, which creates more 

training opportunities. On our new help 

page clients can view a video, book a 

training session, e-mail for guidance or 

go back to the site - creating a better 

user experience all round.

All that said, these tech solutions will 

only ever complement face-to-face 

contact. It won’t ever replace it – not in 

an industry like this one!

What’s the most common feedback 
you get from customers?
Our clients value our legacy, appreciate 

the strong relationships they can 

develop with our people and value our 

focused direction and early embrace of 

proptech.

It means a lot to my team to be part 

of a brand that holds such a highly 

regarded position in real estate. 

I have seen it in my many roles at 

EG over the years – from working 

on Propertylink in the early days and 

driving 600 miles a week seeing clients 

all over the country in my one-litre 

Renault Clio, to setting up customer 

success as a new department and 

helping clients meet the challenges of 

digital disruption. n

Our clients value our legacy and appreciate 

the strong relationships they can develop 

with our people.
“


