
NET PROMOTER SCORE®

How do you currently measure your customer 
loyalty?

Net Promoter Score (NPS) is a straightforward metric 
that holds companies and employees accountable for how 
they treat customers. 

It has gained popularity thanks to its simplicity and 
linkage to profitable growth. Employees at all levels of 
the organisation can understand it, opening the door to 
change and improved performance. NPS is based on the 
fundamental proposition that your customers can be 
divided into three categories; Promoters, Passives and 
Detractors. 

By asking one simple question - How likely is it that you 
would recommend Company X to a friend or colleague? 
- you can track these groups and get a clear measure of 
your company’s performance through your customers’ 
eyes. Customers respond on a 0-to-10 point rating scale. 

To calculate your Net Promoter Score , we subtract the % 
of Detractors from the % of Promoters.Global research 
(including Australia) has shown that brands with the 
highest NPS in their sector consistently out perform their 
competitors in growth and financial performance.

NPS at a glance

Net Promoter Score categorises your customers into 3 
categories based on their likelihood to recommend your 
brand:

Promoters (score 9-10): Are loyal customers who keep 
buying more and refer others

Passives (score 7-8): Are satisfied but unenthusiastic and 
vulnerable to competition.

Detractors (score 0-6): Are unhappy, impede growth, and 
damage your brand through negative word of mouth.

How likely is it your customers would recommend your company to a colleague or friend?

Customer experience has never been more influencial than it is today. Net Promoter Score is fast becoming the standard 
for helping organisations understand how customer experience impacts loyalty and the vital role it plays in achieving 
business results and driving growth.

Social media and the web have elevated the power of word of mouth. With the click of a mouse customers can broadcast 
their experience with your brand. It’s important to know how you measure up in the eyes of your customers, but it’s even 
more important to understand what drives their loyalty and what you can do to improve the customer experience. 

Calculating your Net Promoter Score is an important first step, but what’s really important is what you do with your 
score.
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