Net Promoter Score
A Trusted Anchor for Customer Experience Management Programs
Net Promoter Score (NPS) is a trusted measurement of the consumer experience and indicator of
sentiment. An index ranging from -100 to 100, NPS measures the willingness of customers to recommend a
company’s products or services to others.
Since 2003 it has been the benchmark for managing consumer perception of brands. Bain analysis shows
that companies that achieve long-term profitable growth have Net Promoter Scores (NPS) two times
higher than the average company. And NPS leaders on average grow at more than twice the rate of
competitors.

How NPS calculated?
NPS is calculated using a 0-10 scale. Consumers are given the question prompt of, “How likely is it that you
would recommend [the brand or company] to a friend or colleague?”. Responses are then grouped into
one of three categories.
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To determine your NPS score, take the percentage of promoters (9-10) and subtract the percentage of
detractors (6 or lower). That number is your Net Promoter Score.

The Signpost Solution
Signpost uses NPS to proactively and automatically capture feedback following a transaction or
interaction customers have with a brand. The platform also collects qualitative feedback, so that
brands can continue to iterate on the experience and identify areas of opportunity, across each
location.
Based on the NPS responses, Signpost’s AI, Mia, is able to surface potential detractors to the brand,
so they can reach out in pursuit of a resolution before a harmful review is posted publicly. Mia also
reaches out to promoters to encourage more positive word-of-mouth, including 5-star reviews
across Google, Yelp, Facebook, and many other of the review sites that prospects consult when
evaluating brands.
This combination of visibility and proactive engagements empowers brands to maintain an online
reputation that is reflective of their commitment to quality.
Mia identifies and leverages your advocates, improving your online reputation by an average of 1.8 stars
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Results for The Red Door
Luxury spa group, The Red Door by Elizabeth Arden
partnered with Signpost to power an initiative to bridge
the offline-to-online gap in 2017. The objective was to
implement an efficient system to ensure their online
reputation matched their exceptional quality of service
across all of their 29 locations in the U.S.

Feedback The Red Door locations using Signpost
received 4,469 Net Promoter Responses in the
first 2 months, with an average score of 62,
providing the business with valuable and
actionable insights into customer sentiment.
Reviews In just 2 months, Signpost’s automated
emails generated 97 positive online reviews for 8
Red Door locations, increasing their average
Google star-rating by 18.4%
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