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Our approach

• After discussions with key stakeholders, we defined the
level of detail that would provide the most useful and
actionable information.
• In-depth analysis of the client’s internal structure helped
us identify the respondent base that the desired level of
granularity imposed.
• Aligning with the company’s strategic goals and needs,
we were able to identify the customer journey, based
on the selected Mass segment. We prioritized the daily
interactions of consumers with the bank and selected
the key touch points to serve as a basis for the survey.
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Our approach

• Due to the automated process by our software, 6000+
interviews were generated. The richness of the data
provided sample sizes that were large enough to allow

for granularity of results. Therefore, we were able to
estimate the NPS of the key branches of the bank.

• The results enabled branch employees to monitor dayto-day performance and drive actions for frontline
employees.
• The survey helped branch managers to prepare for
service recovery calls with detractors to close the
feedback loop. The outcomes of these follow-ups, and
the customer comments, gathered during the NPS
survey, provided important feedback messages on
immediate improvement points.

Applications

The developed and executed survey provided detailed figures on our client’s Transactional NPS score. It revealed the key

improvement areas that would have an immediate impact on customer satisfaction.
The conducted transactional NPS survey had the following applications for our stakeholders:

• The client was able to spot trends on emerging problems and assign
immediate improvement actions.

• Richness of the data enabled estimations of results on branch
level. This allowed the client to prioritize improvement action.

• The NPS platform facilitated bank employees throughout the entire survey
process from beginning to end.
• Having both the frontline and the management engaged in the company’s
customer experience efforts also enhanced the customer-centric culture
at the company.

