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Customer Satisfaction Score (CSAT)

CSAT is a vital metric for measuring customer satisfaction and improving loyalty. It
evaluates specific touchpoints or overall experiences through a simple, scalable
question. This guide provides actionable steps, strategies, and tools to help teams
implement and leverage CSAT effectively, fostering better decision-making and business
growth.

Key Benefits:

1. Focus on Key Interactions: Pinpoints satisfaction at specific touchpoints.
2. Real-Time Insights: Provides immediate feedback for quick adjustments.

3. Customer Retention: Directly correlates with loyalty and repeat business.



CSAT measures customer satisfaction by asking customers how satisfied they are with a
specific interaction, product, or service. Responses are typically captured on a 5-point
scale:
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CSAT Survey Structure:

CSAT is designed to capture customer satisfaction at critical touchpoints. It includes both
primary and follow-up questions to gather actionable insights.

1. Primary Question:

o How satisfied were you with [specific interaction/product/service]?
2. Follow-Up Questions, following the primary question response:

o For Very Satisfied Responses (4-5): What did we do well?

o For Neutral Responses (3): What could we improve?

o For Very Unsatisfied Responses (1-2): What was the main issue?

Distributing CSAT Surveys

Timing: Send surveys at key moments, such as after a customer support interaction,
post-purchase, or at the end of a service call.

Channels:

Email: Automated surveys sent post-interaction.

In-App: Pop-up surveys after completing specific actions on a website or App.
Point-of-Sale: On-site surveys using kiosks or tablets.

SMS: Short, direct surveys for quick feedback after service or in-store visits.



Tips for Effective CSAT Surveys

Keep the Survey Simple: Limit the number of questions, focusing on overall
satisfaction and keeping additional questions optional.

Use Clear, Actionable Questions: Avoid ambiguous language and ensure the question
directly relates to a specific interaction or product.

Send Surveys Promptly: For maximum relevance, send the CSAT survey immediately
after the interaction or experience.

Segment CSAT Results: Analyse scores by customer segments (e.qg., first-time buyers,
returning customers) or channels (e.g., support calls, online purchases) to uncover
specific areas of improvement.

Compare CSAT Over Time: Track CSAT over time to monitor improvements or declines
in customer satisfaction and assess the impact of changes in products, services, or
policies.



CSAT is calculated by subtracting the percentage of Detractors from the percentage of
Promoters.

CSAT = Number of Positive Responses « 100
= ( Total Number of Responses )

Example:
If 80 out of 100 respondents rated their satisfaction as 4 or 5, the CSAT score would

be:

80
AT = (— ) x 100 = 809
cS (100) 00 = 80%

Interpreting CSAT Scores

High CSAT (Above 80%): Indicates strong customer satisfaction and a positive
experience.

Moderate CSAT (60-80%): Shows room for improvement, with some customer concerns
that need attention.

Low CSAT (Below 60%): Suggests significant issues with the customer experience,
requiring immediate action to identify and address specific pain points.

Benefits of Tracking CSAT

Provides Direct Feedback: CSAT gives a clear, quantitative measure of customer
happiness and helps identify areas for improvement.

Easy to Implement and Understand: The simplicity of CSAT surveys makes them easy
for customers to complete and for teams to analyse.

Enables Timely Intervention: Monitoring CSAT can reveal issues early, allowing
companies to address them quickly and prevent customer churn.

Supports Customer-Centric Decision Making: CSAT feedback can guide decisions in
product development, customer support, and marketing to align better with customer
expectations.



Strategies for Acting on CSAT Feedback

Addressing Very Unsatisfied Responses (1-2):

o Action Plan: Identify root causes and resolve specific issues.

o Example: If long wait times are a recurring theme, streamline operations or increase
staffing.

Engaqging Neutral Responses (3):

o Action Plan: Understand improvement areas through open-ended feedback.
o Example: Offer product training if customers report usability challenges.

Amplifying Positive Responses (4-5):

o Action Plan: Encourage satisfied customers to leave public reviews or provide
testimonials.

o Example: Send follow-up emails with links to review platforms or loyalty program
incentives.

Tools and Integration

Recommended Tools:

o SurveyMonkey (£25+/mo): Customisable surveys with robust analytics.

o Qualtrics (£1,200+/mo): Comprehensive enterprise survey solutions.

o Hotjar (£32+/mo): Heatmaps and behaviour insights.

o Zendesk (£19+/mo per user): Integrates CSAT surveys into support workflows.
o Freshdesk (Free - £15+/mo): Customer support and survey tools.

Integration Tips:

o Link survey tools with CRMs like HubSpot to personalise responses.
o Automate data visualisation using platforms like Tableau or Power Bl.



https://www.surveymonkey.com/
https://www.qualtrics.com/
https://www.hotjar.com/
https://www.zendesk.com/
https://freshdesk.com/
https://www.hubspot.com/
https://www.tableau.com/
https://powerbi.microsoft.com/

Continuous Improvement Framework

Checklist for CSAT Optimisation:

1.

Regular Monitoring:
o Weekly: Review scores and identify immediate concerns.

o Monthly: Analyse trends and recurring feedback themes.

2. Actionable Insights:

o Develop targeted improvement plans based on feedback themes.
3. Feedback Loop:

o Share improvements with customers to show responsiveness and build trust.
Example:

« If customers highlight delivery delays, communicate steps being taken to improve

logistics and track results.

Key Metrics to Monitor

CSAT Success Indicators:

1.

2
3.
4

Average CSAT Score: Measure satisfaction across key touchpoints.
Response Rate: Track engagement with surveys.
Customer Retention: Correlate CSAT trends with retention metrics.

Net Promoter Score (NPS): Use alongside CSAT for a comprehensive view of
loyalty.

Common Pitfalls and Solutions

1.

2.

3.

Low Response Rates:

o Solution: Simplify surveys and offer incentives for participation.
Survey Fatigue:

o Solution: Limit survey frequency and focus on high-impact touchpoints.
Biased Feedback:

o Solution: Ensure anonymity and use diverse collection channels.



Real-World Example: Leveraging CSAT for Growth

Scenario: A SaaS company observed a drop in CSAT scores after launching a new
feature.

Approach:
1. Feedback Collection:
o CSAT surveys revealed usability issues with the feature.
2. Action Plan:
o Implemented a tutorial for onboarding users to the new feature.
3. Outcome:

o CSAT scores improved by 20%, with a 15% increase in feature adoption.



Workshop Framework

Workshop Agenda:

1. Introduction (10 minutes): Overview of CSAT and its significance.

2. Touchpoint Mapping (30 minutes): Identify customer interactions to target with
surveys.

3. Survey Design (30 minutes): Develop questions and delivery strategies.

4. Data Analysis and Feedback Themes (40 minutes): Categorise responses and
identify trends.

5. Action Planning (40 minutes): Create improvement strategies and assign ownership.

6. Review and Next Steps (20 minutes): Finalise implementation plans and set
timelines.

Tools for Workshops:

« Use Miro for collaborative touchpoint mapping.

o Document plans in Google Docs or project management tools like Trello.



https://miro.com/
https://docs.google.com/
https://trello.com/

Net Promoter Score (NPS): Measures loyalty by asking how likely customers are to
recommend the brand. While CSAT measures satisfaction with specific interactions,
NPS gauges overall brand perception.

Customer Effort Score (CES): Assesses how easy it was for customers to complete an
interaction (e.g., finding information, resolving an issue). CES focuses on reducing
friction, while CSAT focuses on satisfaction.

Together with CSAT, NPS and CES provide a well-rounded view of customer
satisfaction, loyalty, and ease of experience.

By measuring CSAT at critical touchpoints, brands gain actionable insights into customer
happiness and areas needing improvement, helping enhance customer retention and
loyalty. Regularly tracking CSAT allows businesses to respond to changes in satisfaction
levels and proactively address issues that impact the customer experience.
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