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1 Business to Business Relationship
Net Promoter® Benchmarks

Net Promoter® is both a loyalty metric and a discipline for using customer feedback to fuel
profitable growth. DevelopedbySatmetrix, Bain&Company, andFredReichheld, the concept
was first popularized through Reichheld’s book The Ultimate Question, and has since been
embraced by leading companies worldwide as the standard formeasuring and improving cus-
tomer loyalty.

The Net Promoter Score, or NPS®, is calculated by placing a company’s customers into
three categories: Promoters, Passives, and Detractors. Customers are asked one key loyalty
question: How likely is it that you would recommend [Company X or Brand X] to a friend or
colleague? Customers respond on a 0-to-10 point rating scale, with 0 being not at all likely,
and 10 being extremely likely to recommend. Responses are categorized as follows:

• Promoters (score 9-10) are loyal enthusiasts who will keep buying and refer others, fu-
eling growth.

• Passives (score 7-8) are satisfied but unenthusiastic customers who are vulnerable to
competitive offerings.

• Detractors (score 0-6) are unhappy customers who can damage your brand and impede
growth through negative word-of-mouth.

To calculate a Net Promoter Score, take the percentage of customers who are Promoters
and subtract the percentage who are Detractors. The resulting NPS can provide insight on
competitive position among companies in a given industry. By understanding attributes of
the customer experience that influence the recommend score and NPS, companies can make
improvements to product and service design and delivery to support profitable growth.

1.1 About the 2015 B2B Satmetrix Net Promoter Benchmarks

TheNet Promoter Benchmarks are compiled by Satmetrix, the co-developer of Net Promoter,
tohelppractitioners compareNetPromoter Scoreperformance topeer companies, andacross
geographies.

Overall B2B Benchmarks

The 2015 Satmetrix B2B benchmarks are drawn from the responses of 484,412 individuals in
from 45 countries, rating 97 companies, during calendar year 2014. The process for creating
Net Promoter scores, and statistics describing the distribution of them is described below.

Telecommunications B2B Benchmarks

In addtion toNetPromoter benchmarksproduced for companies across theentire cohort, this
report contains statistics derived exclusively from the subset of 12 companies in the Telecom-
munications industry. The data contains 7,263 responses from 1 country.

Supporting files

This benchmark report is supplied with supplementary files, including the statistical sum-
maries presented in this report in Microsfot Excel format, and anonymized aggregate Net
Promoter Scores provided as comma delimited text files, which can be used to create bench-
marks for custom regions. See the appendix for instructions.
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Data Collection

Themappingof countries and regions in the2015Satmetrix B2BRelationshipNPSBenchmark

Data used for these business-to-business (B2B) benchmarks comes from clients participat-
ing in Satmetrix’s normative research program. Data is provided by participants anonymously
— names of participating companies are not revealed. For comparability, this benchmark is
compiled from data which meets the follwing conditions:

• Only data from B2B companies. For companies who operate a mixed business model,
only B2B reponses are included.

• Only data from relationship surveys is used. Relationship surveys assess theoverall state
of the commercial relationship, and are typically fielded at fixed intervals. This is is con-
trast to transactional surveys which are triggered by a particular event, and measure
sentiment about that event (for example, support or implementation).

• Only data from Net Promoter programs that follow certain best practices are included.
These include using the standard 11pt 0-10 Likert scale, recommended wording of the
Likelihood toRecommendquestion, and theNetPromoterquestionbeing thefirst asked.
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2 Overall B2B NPS
2.1 Regonal Benchmarks

2.2 Countries within NAM
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2.3 Countries within LATAM

2.4 Countries within EMEA
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2.5 Countries within APAC
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3 Telecommunications B2B NPS
3.1 Regonal Benchmarks

3.2 Countries within NAM
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4 Appendix
4.1 Differences to Market Reseach Panels

Unlike most B2B benchmarks, data for the Satmetrix B2B benchmarks are drawn directly
from the data collection systems of participating Satmetrix clients’ internal Net Promoter
programs. Because of this, there are important differences compared to a traditional study
drawn from a B2B market research panel

Advantages of this approach

Response Authenticity It is not possible for a B2B panel provider to be certain that respon-
dents are real users of a particular product or service. Relevance to the relationship is
typically self-reported.

By contrast, respondents in the Satmetrix B2B benchmark study are drawn frompartici-
pants’ own customer lists, and contain only those respondentswith relevant experience
and influence regarding the realtionship, as determined by the participating company.

Reaching Decision Makers While decisionmakers in high-value relationships have good rea-
son to offer thier vendors direct feedback via Net Promoter programs, they are not typ-
ically members of market research panels. In some cases theymay be contractually pre-
vented from disclosing views to a third-party research group. By only using data from
participants’ own internal Net Promoter programs, the Satmetrix B2B benchmarks have
much greater access to high-value respondents.

Sample Size & Cost As participation in B2B market research panels is relatively uncommon,
panels can often be exhausted before reaching a suitable sample size for a particular
company. Expenses for incentives, research, and administrationmean that an individual
B2B response can often cost hundreds of dollars to solicit.

The 2015 Satmetrix B2B benchmarks are drawn from responses of 484,412 individuals,
rating 97 companies, from 45 countries. This scale of coverage would not be possible
with a traditional market research panel. As there are no incentives to pay, Satmetrix
can keep costs low for purchasers of this product.

Disadvantages of this approach

Industrial Coverage As the companies included in this benchmark are a subsetof Satmetrix’s
client base, it is not possible to cover all industries for which there is demand, or to
cover all industries with equal breadth and depth. As geographical coverage for some
industries is not available, the ’All industry’ B2B benchmark is also provided, to allow
purchasers to make geographical comparisons.

Companies Represented The individual companies includedeachyear’s studydependsupon
Satmetrix’s customer base, and participation in normative research. This means that
scores may shift annually due to new companies entering or leaving the cohort.

4.2 Methodology

Data Preparation

Industry classification

Companies’ industries are classfied using desk research based on a case-by-case basis.
While classification systems such as Standard Industrial Classification (SIC) and the North
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American Industry Classification System (NAICS) are consulted where available, companies
outside the United States often lack classification codes. The chosen approach allows Sat-
metrix to adjust the breadth of classficiation to offer the most specificity possible in areas
where data is rich.

The High-Tech B2B benchmark is comprised of companies in either the Computer Hard-
ware or Computer Software industries.

Geographic classification

The location of the respondent, not the place-of-business being rated, forms the basis for
geographical classification used in these benchmarks. Where participating companies have
reliable data on the location of their contacts, this is used to locate respondents. Where this
is not available, respondents are geolocated via the IP address the response was sent from.

Calculation & Compilation

• For a particular geographical unit (e.g. a country), each company’s data is filtered to just
responses from that region.

• Each company’s NPS is then calculated from those responses. Scores derived from less
than 15 responses are rejected.

• Then summary statistics on the range of scores observed (across different companies)
are presented as the benchmark. Statistics derived from less than four Net Promoter
Scores are not included.

4.3 Creating Custom Regions

While the regional classifications of APAC, EMEA, LATAM, andNAMare commonly used,many
businesses used custom sales regions, or may not operate in certain countries. Additionally,
certain regions are very sensitive to the proportion of responses which come from each coun-
try – what’s representative of the study’s cohort may not be representative of your business.

This section walks-through the process by which our consulting team may use the Sat-
metrix 2015 B2B Benchmark report to create benchmarks for regions which may map more
closely to your respondent base.

An example

Let’s say that your company reports internally on a region called UK-FR-DE, which includes
only the UK, France, and Germany. When you report NPS for the UK-FR-DE region internally,
50% of the respondents are from the UK, 30% from France, and 20% from Germany.

For each company in the B2B benchmark cohort, we can estimate thier UK-FR-DE score,
using a weighted average. In this case, we’d multiply each company’s UK NPS by 0.5, its Ger-
many score by 0.3, and its France score by 0.2, and sum the results to reach the company’s
UK-FR-DE estimate. We can do this for each company in the benchmark cohort.

We can now use these UK-FR-DE scores to create the same summary statistics as in the
main report, such as the average, or best-in-class NPS.

Dealing with missingness

Not all companies operate in all countries. In the case that a score ismissing for the proce-
dure above, we recommend adjusting theweights to exclude that country. So, in the example
above, if Company A did not operate in France, it’s weighted average would consist of only its
scores from the UK and Germany. We can re-calculate the weights so that they sum to one

11



Satmetrix Data Products: Net Promoter® Benchmarks

(for example, the weight for the UK would be 0.5
0.5+0.2 = 0.71, and the weight for Germany

would be 0.2
0.5+0.2 = 0.29).

4.4 Netpromoter.com

For more information on the Net Promoter metric and discipline, visit the official website of
the Net Promoter Network at www.netpromoter.com. The site also includes information on
community events, training opportunities, and other new developments for companies using
Net Promoter.

4.5 About Satmetrix

Satmetrix is the leadingproviderof cloud-based customerexperience software for companies
worldwide. As co-developer of the industry-leading Net Promoter methodology, its applica-
tions deliver full process support to help companies reduce customer churn, mobilize loyal
promoters, generate more powerful insights and drive customer obsession through account-
ability. With experience on more than 700 deployments in 40 languages, Satmetrix has the
knowledge to accelerate the success of customer experience efforts using Net Promoter. For
more information, visit www.satmetrix.com, or call us at 1.888.800.2313 in North America, or
+44.845.371.1040 in the UK and Europe.
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5 Legal Information

Trademarks

Net Promoter, NPS, and Net Promoter Score
are trademarks of Satmetrix Systems, Inc.,
Bain & Company, Inc., and Fred Reichheld.
Satmetrix and the Satmetrix logo are regis-
tered trademarks of Satmetrix Systems, Inc.
All other trademarks are the property of their
respective owners.

Copy of Data License Terms and Conditions

THE DATA REFERENCED IN THIS DOCUMENT
IS LICENSED ONLY TO THE ORIGINAL PUR-
CHASER OF THE LICENSE SOLELY FOR THE
INTERNAL USE OF THE PURCHASER’S COM-
PANY, subject to the terms and conditions re-
produced below. If you are not the original
purchaser of the license, you should familiar-
ize yourself with these terms and conditions
and ensure that an appropriate license has
been purchased for use by your company.

THIS IS A LICENSE AGREEMENT (”AGREE-
MENT”) BETWEEN SATMETRIX SYSTEMS,
INC. (”SATMETRIX”) AND THE ENTITY (”LI-
CENSEE”OR ”YOU”)WHOWISHESTOACCESS
OR DOWNLOAD SATMETRIX PROPRIETARY
DATA PRODUCT(S) AND ASSOCIATED DOC-
UMENTATION (THE ”DATA”). THIS AGREE-
MENT GOVERNS LICENSEE’S USE OF THE
DATA. SATMETRIX IS WILLING TO GRANT LI-
CENSEE THE FOLLOWING LICENSE TO USE
THE DATA ONLY ON THE CONDITION THAT
LICENSEEACCEPTALL TERMS INTHISAGREE-
MENT.

1. DEFINITIONS.

”Intellectual Property Rights” means world-
wide patents, copyrights, trademarks, ser-
vicemarks, trade names, domain name rights,
know-how and other trade secret rights, and
all other intellectual property rights and sim-
ilar forms of protection. ”Licensee Conclu-
sions” means the results of Licensee’s use of
the Data for the Permitted Purpose (as de-
fined below). ”Permitted Purpose” means
generating analysis, results, and conclusions
based on the Data, solely for Licensee’s in-
ternal business purposes and not for the pro-

vision of the Data to any third party for
commercial purposes. ”Reporting Website”
means Satmetrix’s online reporting website
from which the Data may be accessed or
downloaded. ”User” means Licensee’s em-
ployees, consultants, contractors, or agents
who are authorized to access the Reporting
Website and have been supplied user IDs and
passwords by Satmetrix.

2. LICENSE GRANT.

Subject to the terms and conditions of this
Agreement, Satmetrix hereby grants to Li-
censee a non-exclusive, non-transferable,
non-sublicenseable license to use, modify
and create derivative works of the Data in-
ternally, solely for the Permitted Purposes.
Licensee agrees, represents, and warrants to
Satmetrix, both during and after the term of
this Agreement, that: (a) Licensee will not
disclose, disseminate, reproduce or publish
any portion of the ReportingWebsite or Data
except internally for the Permitted Purposes
(including without limitation any derivative
work ormodification permitted by Section 1);
(b) Licensee will not permit any parent, sub-
sidiary, affiliated entity or other third party
to use the Data or any portion thereof other
than as expressly authorized in this Agree-
ment, or with Satmetrix’s prior written con-
sent on a case-by-case basis; (c) Licensee’s
use of the Data, including for the Permit-
ted Purposes, will not violate any agreement
to which Licensee is a party; (d) Licensee
will not use, merge, commingle or mix the
Data or any portion thereof with other data
from any other source without prior writ-
ten notice to Satmetrix which must be ob-
tained on a case-by-case basis; (e) Licensee
will not use the Data for any purpose that (i)
infringes any third party’s copyright, patent,
trademark, trade secret or other proprietary
rights or rights of publicity or privacy; (ii) vi-
olates any law, statute, ordinance or regu-
lation (including without limitation the laws
and regulations governing unfair competi-
tion, anti-discrimination or false advertising);
or (iii) is defamatory, trade libelous, unlaw-
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fully threatening or unlawfully harassing; and
(f) Licensee will not transfer, publish, or dis-
tribute the Data to any third party without
Satmetrix’s priorwritten consent, whichmust
be obtained on a case-by-case basis.

3. RESPONSIBILITIES.

Licensee will abide by all applicable laws and
regulations in connection with use of the
Reporting Website and Data. Licensee will
be responsible for any and all access to and
use of the Reporting Website and/or Data by
any actual or purported User. Licensee ac-
knowledges and agrees that Satmetrixmakes
no representations or warranties about the
impact of Licensee’s use of the Licensee
Conclusions or Licensee’s business decisions,
whether based on the Licensee Conclusions
or otherwise. The use of the Licensee Conclu-
sions and the information contained therein,
are intended to serve as a supplement to, and
not a substitute for the knowledge, exper-
tise, skill, and judgment of Licensee’s direc-
tors, officers, employees, agents, and advi-
sors in connection with Licensee’s business
decisions. Accordingly, Licensee, and not Sat-
metrix or Satmetrix’s directors, officers, em-
ployees, agents, or advisors, is solely liable
for any Licensee Conclusions, and that Sat-
metrix bears no responsibility for Licensee
Conclusions, nor will Satmetrix be liable to Li-
censee or to any third party claiming under or
through Licensee, for any Licensee (or third
party) business decisions, whether based on
the Licensee Conclusions or otherwise. Li-
censee shall defend, indemnify, and hold Sat-
metrix harmless from and against any and all
damages, expenses, costs (including reason-
able attorneys’ fees and allocated costs of
in-house counsel) and other liabilities arising
from Licensee’s use of the Licensee Conclu-
sions, or business decisions described in this
paragraph.

Licensee acknowledges that Licensee’s
access information, including User IDs and
passwords of its Users, will be Licensee’s
”key” to the Reporting Website and, accord-
ingly, Licensee will be responsible for main-
taining the confidentiality of such access in-
formation (including each User ID and pass-
word). Licensee will promptly: (i) notify Sat-

metrix of any unauthorized use of any pass-
word or account or any other known or sus-
pected security breach; and (ii) report to Sat-
metrix and use reasonable efforts to stop any
knownor suspected copyingordistributionof
the Data. Licenseewill not provide false iden-
tity information to gain unauthorized access
to the Reporting Website.

4. INTELLECTUAL PROPERTY
OWNERSHIP.

Satmetrix owns all right, title and interest, in-
cluding related Intellectual Property Rights,
in and to the Reporting Website, Data, and
any related suggestions, enhancement re-
quests, and feedback. Licensee agrees that
the Satmetrix name and logo, the Net Pro-
moter name and logo, and the Reporting
Website-related product names are trade-
marks of Satmetrix or its licensors. Subject
to the following, no license to such marks is
granted. Licensee agrees that, where prac-
ticable, the first or more prominent use of
a Satmetrix mark (including Net Promoter,
NPS, and Net Promoter Score,) in a Licensee
document or website will include the follow-
ing attribution(s), as applicable: ”Satmetrix is
a trademark of Satmetrix Systems, Inc. Net
Promoter, NPS, and Net Promoter Score are
trademarks of Satmetrix Systems, Inc., Bain
and Company, Inc., and Fred Reichheld.”

5. TERM; TERMINATION.

This Agreement commences on the date of
purchase or the first date on which Licensee
accesses any portion of the Data (whichever
occurs first) and, unless earlier terminated
pursuant to this Agreement, will continue
for one (1) year thereafter. This Agree-
ment will automatically terminate upon Li-
censee’s breach of any provision set forth
herein. Licensee may terminate this Agree-
ment upon Satmetrix’s breach that remains
uncured for thirty (30) days following notice
from Licensee regarding such breach. Upon
expiration or termination of this Agreement:
(a) amounts owed to Satmetrix for the Data,
and fees applicable to the duration of the ter-
minated Data subscription, will be due and
payable; (b) all subscriptions granted under
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this Agreement and Satmetrix’s obligation to
provide the Reporting Website and Data, and
Licensee’s right to access the ReportingWeb-
site, will terminate (however, Licensee’s right
to access and use the Data that Licensee
accessed prior to termination will survive,
unless Satmetrix terminates this Agreement
due to Licensee’s breach of Section 2); and
(c) Sections 1, 2 (unless Satmetrix terminates
this Agreement due to Licensee’s breach of
Section 2), 4, 5 (regarding effect of termina-
tion), 6, 7, and 8 will survive.

6. REPRESENTATIONS AND
WARRANTIES.

Each party represents and warrants that it
has the power and authority to enter into
this Agreement. EXCEPT AS SET FORTH
IN THIS SECTION 6, ALL OTHER REPRESEN-
TATIONS AND WARRANTIES, EXPRESS, IM-
PLIED, AND STATUTORY, INCLUDING ANY IM-
PLIED WARRANTY OF MERCHANTABILITY,
FITNESS FOR PARTICULAR PURPOSE, TITLE,
OR NON-INFRINGEMENT OF THIRD PARTY
RIGHTS, ARE HEREBY DISCLAIMED BY EACH
PARTY TO THE MAXIMUM EXTENT PERMIT-
TEDBYAPPLICABLE LAW. SATMETRIX’S PRO-
VISION OF THE REPORTING WEBSITE MAY
BE SUBJECT TO LIMITATIONS, DELAYS, AND
OTHER PROBLEMS INHERENT IN THE USE
OF THE INTERNET, PERSONAL COMPUTERS,
AND ELECTRONIC COMMUNICATIONS. SAT-
METRIX IS NOT RESPONSIBLE FOR ANY DE-
LAYS, DELIVERY FAILURES, OR OTHER DAM-
AGE RESULTING FROM SUCH PROBLEMS. IN
ADDITION, SATMETRIX RESERVES THE RIGHT
TO UPGRADE, CHANGE, ADD, OR MODIFY
DATA AND/OR FEATURES OF THE REPORT-
ING WEBSITE WITH OR WITHOUT NOTICE,
ANDWITHOUT PENALTY.

7. LIMITATION OF LIABILITY.

EXCEPT FOR BREACH OF SECTION 2 AND
ANY INDEMNIFICATION OBLIGATIONS SET
FORTH HEREIN: (A) NEITHER PARTY’S AG-
GREGATE LIABILITY WILL EXCEED THE
AMOUNTS PAID OR PAYABLE IN THE TWELVE
(12) MONTHS PRIOR TO THE CLAIM; AND (B)
NEITHER PARTYNOR ITS LICENSORSWILL BE
LIABLE FOR INDIRECT, PUNITIVE, SPECIAL,

EXEMPLARY, INCIDENTAL, CONSEQUENTIAL
OR SIMILAR DAMAGES, INCLUDING LOSS OF
DATA, REVENUE, PROFITS, OR USE, HEREUN-
DER, OR FOR ANY DATA OR CONTENT OB-
TAINED FROM OR THROUGH THE REPORT-
ING WEBSITE, EVEN IF PREVIOUSLY ADVISED
OF THE POSSIBILITY OF SUCH DAMAGES. LI-
CENSEE SHALL INDEMNIFY AND HOLD SAT-
METRIX HARMLESS FROM AND AGAINST
ANY ANDALL DAMAGES, LOSSES, EXPENSES,
COSTS (INCLUDING REASONABLE ATTOR-
NEY’S FEES AND ALLOCATED COSTS OF IN-
HOUSE COUNSEL) AND OTHER LIABILITIES
INCURRED BY SATMETRIX ARISING OUT OF
ORRELATINGTO (A)BREACHOFTHISAGREE-
MENT BY LICENSEE; (B) LICENSEE’S USE
OF THE DATA OR LICENSEE CONCLUSIONS;
AND/OR (C) ANY VIOLATIONBY LICENSEEOF
APPLICABLE LAWOR THIRD PARTY RIGHTS.

8. GENERAL.

Licenseemay not assign this Agreementwith-
out Satmetrix’s prior written consent; any at-
tempted assignment in breach of the fore-
going will be void. This Agreement will be
governed by California law without regard to
conflicts of law provisions. Any claims aris-
ing out of or in connection with this Agree-
ment will be subject to the exclusive jurisdic-
tion of the courts in San Mateo County, Cal-
ifornia; each party irrevocably submits to the
personal jurisdiction and venueof, and agrees
to service of process issued or authorized by,
such courts in any such action or proceed-
ing. NEITHER THE UNITED NATIONS CON-
VENTION OF CONTRACTS FOR THE INTER-
NATIONAL SALE OF GOODS NOR THE UNI-
FORM COMPUTER INFORMATION TRANSAC-
TIONSACTWILL APPLY TOTHIS AGREEMENT.
The parties’ rights and remedies hereunder
are cumulative. Licensee acknowledges that
the Reporting Website and Data contain Sat-
metrix’s valuable trade secrets and propri-
etary information, that any breach of this
Agreement relating thereto will constitute
harm to Satmetrix for which monetary dam-
ages would be inadequate, and that injunc-
tive relief is an appropriate remedy. No
joint venture, partnership, employment, or
agency relationship exists between Licensee
and Satmetrix as a result of this Agreement.
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A party’s failure to enforce any provision in
this Agreementwill not constitute awaiver of
such provision unless in writing. No modifi-
cation hereof will be effective unless in writ-
ing and mutually executed. Headings are for
reference purposes only and do not define,
limit, construe or describe the scope or ex-
tent of such section. As used herein, ”includ-
ing”means ”including but not limited to.” This

Agreement comprises the entire agreement
between Licensee and Satmetrix and super-
sedes all prior or contemporaneous discus-
sions or agreements between the parties re-
garding its subject matter. Any preprinted
terms on any Licensee ordering documents
will have no effect on the terms of this Agree-
ment and are hereby rejected.
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T R Y  I T  F R E E  T O D A Y

SOFTWARE THAT TURNS 

I N S I G H T  I N T O  P R O F I T

www.satmetrix.com/freetrial

SATMETRIX. COMINFO@SATMETRIX.COM +1  888.80 0. 2313  

Now that you’ve seen the Net Promoter Score (NPS) benchmarks for your industry, where do you rank? 

Regardless of where it is now, Satmetrix can help you take your customer experience (CX) program to 

the next level. Our powerful Customer Experience Management (CEM) so�ware solution enables you 

to measure, manage and optimize customer experiences to drive loyalty, increase positive word of 

mouth, and grow your bottom line.

 Create an e�ective CEM program guided by best-practices, leveraging our years of expertise

 Visualize your entire customer journey via the Satmetrix Customer Graph

 Share relevant customer insights across your organization

 Drive action to rescue at-risk customers or mobilize promoters

Put customer feedback at the heart of your business and watch your profits grow with Satmetrix. 
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