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Driver Analysis to understand what influences NPS SKIM

decision behavior experts

1. What question does it answer? 2. Benefits and limitations

Importance of each variable in
explaining NPS score
Latent variables can be created

in the PLS structure

What drives Which factors How can | reduce How to create How to best
NPS for brand? are more related to my NPS tracker to new KPIs? increase NPS? Structure defines causation
promoters and ask only relevant
detractors? questions? Receive a relative importance score
that is comparable across factors
Detractors, Passives and Promoters
3. What we deliver to clients: require a separate model
The Partial Least Squared Network with Shapley Values Unable to simulate scenarios
with different factor scores
Original variables
from the survey Variables are
“combined” into “New” variables
Content 53% new variables created )
New variables
L$ can be used as
Price 29% ¢ new’ KPls.
Functional >

Format 18%

The underlying structure of the data is
created by a depth study of the variables.
The structure works in a hierarchical way
following a bottom-up approach

Awareness 82% > O

Service 18% Emotional

Shapley Values of individual factors

Interested in Driver Analysis?
skimgroup.com/driver-analysis

The output is a table containing the factors included in the model and how much each of them are able to explain
the variability of the NPS score. In other words how much a factor is driving the actual results of your NPS




O
Driver Analysis to find out how to impact NPS SKIM

decision behavior experts

What question does it answer? Why do you need it? Benefits and limitations

Determine how the variable affects the probability
of you being of a certain consumer profile

Consumer profiles are estimated conjointly
Possible to run scenarios

Structure is created based on data relation-
ships without less human bias

Structure defines conditioning not causation

Gives you importance based on probability
but is not comparable across factors

What we deliver to clients: The Bayesian Network

Attitudinal Factors

Read sport news

Read politics news

Read insights articles

Behavioral Factors The Bayesian Network is the graphical
representation of probabilities.

Every node in
network represents
a characteristic

Content

Visit store .
Service

Every node processes
states (outcomes)

that can occur with
a certain probability

N of complaints

Paper subscription — Format
Digital subscription S Price

skimgroup.com/driver-analysis

Every link represents a condition of one characteristic to another



