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Most customers
are having
mediocre
experiences.

* Currently, shows the NPS
for B2B industries is 32.

 In 2021, reported the durable goods
Satisfaction Score was just 78.

 In 2016, found the average
B2B Satisfaction Score was 50%, well below
the Consumer Satisfaction rating.
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The B2B
Situation

- o 4


https://interactionmetrics.com/contact/

InteractionMetrics

N RN N M N

Large Spend

B2B customers spend vastly more per sale
and over time than consumers.

Multiple Decision Makers

To get to that high spend, many executives
(both influencers and leaders) are involved.

True Partnership

B2B customers are deeply involved in the relationship,
creating an ongoing dialogue that affects both parties.

Many Touch Points

B2B customers interact with their providers at many touch
points: tech support, field service, onboarding, etc.

High Expectations

Accustomed to the sleek experiences afforded by consumer
giants, B2B customers have high expectations.
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Neutral Wording
Compelling Questions

B2B Survey . .
Fundamentals

High Response Rate
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1: Neutral
Wording

For meaningful B2B Survey
data, eliminate leading
wording that steers toward
positive answers.

Here's how a small change in
phrasing removes bias and
deepens insights.
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BIASED

This question is
vague and leading;
it assumes the
customer is at least

somewhat satisfied.

This question is
specific and asks
about the engineer
in a neutral way.

Tech Support Follow-Up

How satisfied were you with our engineer?
1 2
Dissatisfied @] O O O O Satisfied

w
o
a

Tech Support Follow-Up

How would you rate our engineer's expertise?
1 2
Poor @) 0 @) @) @) Excellent

(98]
I
a
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2: Compelling
Questions

Generic questions are rarely
actionable.

Instead, ask customers
specific contextual questions
that get them to reflect on
their experiences and tell you
more.
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Questions you see
everywhere are bound to
create apathy. In addition, if
the customer is giving a low
rating, this question puts
them on the defensive.

Questions that are yes/no
fail to create the kind of
engagement that an open-
end guestion should.

First ask your customer who
they consider the competitor.
Then pipe that name into the

next question to create
context. This encourages
customers to respond
wholly and fully.

Rote
Question

Rote
Question

Explain why you gave us
that rating.

Is there anything you
want to add?

What else can you add
about our products,
perhaps what you’ve seen
<COMPETITOR NAME>

do better?

Ask Your Survey Questions Here | page 8


https://interactionmetrics.com/contact/

Tags Broken Out

3: Rigorous
Analysis

Resolution
H T . Resolution
Quantify verbatim content using tags
( ) a n d CO n d u Ct CO rre I atl O n correlation AnaI,VSis ) Distributer 2020 Correlations with Overall Rating
. L) . . n?zg Lrbs -
studies to learn what's driving your | e
. . Where we test the entire i I . . - 124

Sat|sfact|0n Scores survey against “Overall, how noso . .

would you rate s Products Inside Sales Trainirg Repairs AppEngineering N Pecple
QEMs | Correlations with Owverall Rating
The charts to the right show vate —
correlations that are so high o750 0.739 -
that they are satisfaction . I I — 0.702
drlvers neso Field Servi Outside Sal T !wart 1-
For example, for End Users,
Trair‘ling and App Jare End Users | Correlations with Overall Rating
Engineering (whether good Ezzé - _
or bad) largely determine poo I I e P~
how they rate overall. o7 . l B B B B =
V.
o & <
Interaction 2020 | Annual Study Fndings, 11

InteractionMetrics Ask Your Survey Questions Here | page 9



https://interactionmetrics.com/contact/
https://interactionmetrics.com/not-another-word-cloud-please/

InteractionMetrics

Employee Survey Results

g, mE

Respansa Counts
Coenghation Cute:

4:Real-Time
Graphics

Monitor real-time performance :

How would you improve leadership communication?

with dashboards and see which =
customers would benefit from a
callback. Check out more

examples of our interactive e e I R

QCI™ Score Experience Distribution Customers' Expectations

dashboards

Neutral 36% =

Rate the quality of communication from executive leadership around COVID-19
=

Dynamic data is the single best
way to motivate your team to
prioritize initiatives and act!

Element Scores

93.18 89.53 92.61 85.80 82.76
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The next time you call in, your priority code will put you to
the front of the tech support line.

How would you rate your agent's expertise?
1 2 3 - )

Bad O O @) O O  Exceptional

5:High
Response Rate

High survey response rates tend to
give you the most representative
data—so, the way you ask
participants to take your survey

Enter your contact info to get your priority code now!

First Name ™

._h_ s
\ ‘mh_i‘.

Work Email

BN L YN NN

matters. M|
{
Incorporating persuasion principles A IST L N R R e VI SR

Is a good place to start. For example,
social scientist

research finds that using the word
“because” encourages action.

Is a survey that uses a priority code to boost response.

Including a small survey incentive engages customers. Even better,
it's an act of goodwill that shows you carel!
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Don't Settle, Use the Best Data!

Biased questions are out.
Representative samples are in.
Obijectivity is the standard.

Use NPS but recognize its limitations.
Customer verbatims are valued.

Nuanced analysis wins. N
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Interaction Metrics measures and improves the Customer Experience for clients such as Bosch, Yaskawa
America, and Synchrony Financial. Methods include surveys, customer service evaluations, and workshops.
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