


Workshop Demographics

1. Do you have a NPS / CSAT workflow set 
up yet?

2. What relationship do you have with your 
clients / customers?

1. Transactional – Quick Purchases
2. Collaborative – Large engagements

3. Transaction frequency:
1. Low – Monthly/Yearly subscriptions or 

engagements
2. High – Daily purchases



William Gardner, Marketer

• Biopharmaceutical: BioInnovatise, Vigene 
Biosciences (Charles River Laboratories)

• SaaS/PaaS: Xometry

• Research and Advisory: Outsell, Inc., Baker Tilly

• Manufacturing: Industrial Marketing Specialists



Workshop Overview – Take NPS and CSAT one 
step further than operations

EMPOWERING AND IDENTIFYING 
PROMOTERS

AUTOMATED NPS AND CSAT
WORKFLOWS

USING NPS AND CSAT DATA FOR 
LEAD GENERATION AND BRAND 

AMPLIFICATION 



• Integrates so easily with CRM platforms, 
marketing automation platforms, and Slack 
of course

• Extremely user friendly, very customizable, 
nice design

• Scales great

• Perfect for customer service email 
signature surveys, post-order email surveys, 
etc.



Empowering And Identifying Promoters
The Why

• Pro-bono brand advocates are hard to come by 
and remain extremely powerful for new business, 
and generally have low service costs.

• Promoters can be used in so many different ways, 
ranging from minimal effort to maximal effort, to 
attract more business.

• Contact reminds customers that the marketer 
cares about their business and wants them to be 
satisfied. Customers appreciate human contact. 
(Increases chance of loyalty)

• Successfully identifying your company’s promoters, 
looks great for you.



Empowering And Identifying Promoters
Starting Place: Inherited Database / Contact List

Current 
Group of 
Contacts

Internal 
CSAT or 

NPS Survey

Promoters, 
Passives, 
Detractors 
Identified

Segmentation 
for Other 

Applications





CRM and Marketing 
Automation Platform
(Absolutely not Zoho)

List: Contacts 
with Recent 

Closed Deals / 
Opportunities 

Option 1: 
Workflow: 

Sends CSAT or 
NPS Email

Option 2: 
Zapier with 
Delighted 
Integration

CRM and Marketing 
Automation Platform

List: Promoter 
Contacts

Brand 
Advocacy 
Programs, 
Campaigns 

Product, Customer Service, Operations Centric Marketing Centric



How To Make Promoters Like You Even More

• Thank them (no seriously)

• Send them swag and goodies

• Offer them the first trial, experience, 
samples of new products

• Flatter them by inviting them to 
roundtables, in-depth interviews, 
whitepapers, etc.

• Referral credits or commissions 



Using NPS and CSAT Data For Lead 
Generation And Brand Amplification 

Promoters

Google Reviews – Ideal for B2C or businesses where geography is important 

 TrustPilot Reviews – Ideal for high volume transactions
 G2 Reviews – Ideal for B2B SaaS
 TripAdvisor – Ideal for B2C, experiences, or hospitality

Contributing to a whitepaper – Ideal for highly custom services or projects or where 
value is not tangible or difficult to establish 

Invitation to a roundtable discussion on new product ideas, new ways to improve the 
company, and meet other brand promoters

Referral bonuses or affiliate program – Ideal where transactions are simple (no 
proposals), where social media plays a significant role in the industry, and where 
creativity plays a role

Co-present at a conference

Understanding 
your customer’s 
desired level of 
effort is key as 
well as the best 
way to attract 

new customers

Getting permission to add a logo to a website – Ideal for companies that work with 
enterprises

Co-hosting a webinar or a collaboration video





Take NPS and CSAT One Step Further Than Operations
William Gardner

Sales & Marketing Lead BioInnovatise; Marketing Automation Expert Industrial Marketing Specialists; Owner Gardner Advisory LLC

How Can You Use 
Promoters To Advance 
Your Marketing


