
DRIVERS 
OF DELIGHT
KNOW WHAT DRIVES YOUR CUSTOMER.

Do you know what matters?

Are you measuring what really matters to your 
customers? A key challenge for any continuous research 
program is measuring the right things - those things that 
when changed will positively impact customer experience 
and subsequently drive improved financial performance.

A Drivers of Delight study identifies the aspects (and their 
relative importance) of service delivery that drive 
customer satisfaction and promoters of your brand.
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The Rewards

Knowing the current and most likely drivers of customer 
delight, ahead of your competitors has its rewards. A 
‘Drivers of Delight’ study can:

- Ensure that you are asking the right questions within 
your continuous research program
- Identify the service standards that are important to your 
customers
- Assist you review and attribute a weighted scoring 
system in line with what’s most important to your 
customers
- Maximise the return on investment for your Mystery 
Shopping Program.

The Methodology

Exit Interviews are a common mechanism for conducting 
a ‘Drivers of Delight’ study. They are usually conducted 
face-to-face to capture your customers’  interaction with 
your brand and experience in-store, in real time, in the 
moment. 

Exit Interviews can be used to understand:

- What your customers are thinking as they exit your 
stores            
- What they are likely to tell their friends
- Why your non-purchasers didn’t purchase      
- What could be done to make the in-store experience 
better.

Verbatim comments make the numbers come to life and 
can provide information that the survey designers hadn’t 
thought of.

How Does it Work?

A selection of stores and a desired number of completed 
surveys is determined to provide a representative sample 
of your customers. Trained interviewers are then 
positioned near the exit of selected stores and approach 
customers asking them to take part in a short survey 
about their in-store experience. Once all surveys are 
completed, a driver analysis (a statistical analysis 
technique) is performed to identify your customers’ 
specific ‘Drivers of Delight’.

This methodology is excellent for gaining feedback from 
a representative sample of customers (purchasers and 
non-purchasers, satisfied, dissatisfied and neutral) and is 
invaluable in determining the key drivers that then shape 
your ongoing research programs (eg: Mystery Shopping & 
Voice of the Customer Programs).

Example of Driver Analysis Output


