
Net Promoter Score 
(NPS)

This determines how 
likely a customer is to 
recommend your 

brand.

Customer 
Satisfaction 
Score

This score shows 
how satisfied 
yyour customers 
are with their 
overall experience 
with your brand.

Customer
Retention
How likely is a 
customer to
remain loyal to
your brand?

Abandonment Rate
Those long wait times? How many
of your customers are hanging
up before they speak with
one of your agents?

Average
Response Time
How quickly are 
your agents able to 

help your 
customers?


