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What is NPS? 

0 1 2 3 4 5 6 7 8 9 10

Not likely Very likely

• I’m not sure how I feel about 
your company

• I probably wouldn’t 
recommend you as of now

• You need to do better

- It’s feelings and data as well

Passive



What is NPS? 

0 1 2 3 4 5 6 7 8 9 10

Not likely Very likely

• I love you and your company
• I would definitely recommend 

you
• I want to help you

- It’s feelings and data as well

Promoters



What is NPS? 
- It’s feelings and data as well

Promoters
- =  NPS% %



Why is Net Promoter Score 
important?

Enables you to:
• Predict churn
• Monitor your customer satisfaction
• Find optimisation points in your business

But also:
• Enables you to optimise on your return 

on ad spend
• Gives you the option of lowering 

your customer acquisition costs
• Tells you about the warmth of the 

relationship
• Can help you identify possible advocates



NPS 
Where can be collected and utilised

Grow

Attract Retain

Pure / twin 
acquisition

Welcome
programme

Personalised
newsletter

Abandoned
basket

Win-back

Points / 
voucher expiry

Call center follow-up

Store proximity

Out of stock / back in stock

Local event

Local & personalised newsletter

Share of wallet / cross category

Plan threshold

Birthday / anniversary Bargain hunter

Sample / transactional follow up

Purchase satisfaction

Product replenishment

Related product / accessory

New product model / collection

Profile / family survey

Post purchase

Permission
capture

Engagement through packaging Refer-a-friend

Category
interest



Improving the collection

When

How



Finding the true value of a customer



Lowering cost of acquisition



Optimising ad spend



Show them the way



Accelerate the insights cross function



Wrapping up

Get started!
See NPS a datapoint, not just a KPI
Multichannel – Not just email
Keep your friends close and your enemies even closer
Lead the way for your promoters
Share the knowledge within your organisation





Thank you


