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Why is Net Promoter Score (NPS) important ?

How to calculate it?

NPS measures customer satisfaction, offering insights to boost engagement 
and business success.

NPS
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COMPANY OVERVIEW

Head of 
Customer Success

Global B2B 
Payments Platform

1M+
Customers

100+ 
Countries
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OBJECTIVES

Determine the drivers 
of key pain points

Track customer 
satisfaction

Identify areas 
for improvement
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Improved satisfaction 
by addressing pain 
points

Enhanced clarity of 
strengths

Pinpointed critical 
segments and processes 
that need change

BENEFITS
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NPS overview and 
trends

NPS by industry

NPS by product 
feature

NPS by geography
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Detailed reviews

NPS by account 
source

This is an overview
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Get all key NPS metrics at the top



Analyze quarterly NPS trends and number of accounts contributing to NPS
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NPS score No. of accounts



‘Business Services’ enjoys much better NPS score 
than ‘Real Estate’ and ‘Retail Trade’

Review NPS by industry
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Analyze NPS score by customer usage group and by service



Review NPS by geography,
click to filter
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Get to know your strengths and 
customer pain points through 
individual reviews
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You can conduct detailed analysis using the dashboard's cross-filtering 
capabilities



Now, let’s dive deeper
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Observe NPS has dropped since the last quarter
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NPS score No. of accounts

Click to filter the dashboard



Use multi-select to select the industries with low NPS
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‘ctrl’+



Observe that accounts from outbound channel have low NPS

Click to filter the dashboard
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Registration experience of outbound channel is poorly rated 
by the ‘1 payment’ group i.e., the new users

Click to check the specific issues faced by the customers >>
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Here are the customer reviews

Many faced issues 
with registration links
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Action item: Fix registration link to improve experience

through



End-to-End Data Analytics Services

Schedule a free consultation

Fidelity Investments
Data Challenge

Clients Served
Across Industries

100+ 15+
Years of 

Experience
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