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. What Are Customer Sentiment Metrics?

Customer sentiment metrics help organizations
understand how customers perceive their experiences,
products, services, and interactions. Unlike operational
metrics that focus on behavior, sentiment metrics reveal
how customers feel about those experiences.

They answer questions such as if customers are satisfied
or whether the experience was effortless.

Insight: Behavior tells you what customers do. Sentiment reveals

why they do it.



. Why Measuring Customer Sentiment Matters

Organizations often focus on clicks, conversions, and revenue.
However, long-term growth depends on understanding the
customer experience behind those outcomes.

Customer sentiment measurement helps:
* |[dentify friction points
* Improve customer retention

 Increase customer loyalty and advocacy

» Detect problems before they impact revenue

Fact: Customers often leave long before operational metrics clearly

reveal a problem.



. The Four Core Metrics as a Summary

| Customer Satisfaction (CSAT): How satisfied the customers are

| Customer Effort Score (CES): How easy the interaction with the product

| Net Promoter Score (NPS): How likely the customers would recommend the product
_| System Usability Scale (SUS): How usable the product is

Insight: No single metric can fully represent customer experience.



. How to Build a Customer Sentiment Strategy

@ Step 1: Define Measurement Objectives

Start by identifying the objectives:

« Customer satisfaction levels

« Effort required to complete key tasks

« Customer loyalty and advocacy potentials

* Product or service usability

Pro Tip: The clearer the objective is, the more meaningful the insights become. Therefore, define the

business question before selecting a metric.



. How to Build a Customer Sentiment Strategy

‘%9 Step 2: Match Metrics to Customer Moments

Use each metric where it creates the most value:
« CSAT for specific interactions and experiences
« CES for task completion and friction analysis

* NPS for relationship health and loyalty tracking

« SUS for product and usability evaluation

Tip: This is where many organizations oversimplify customer feedback and miss important context.



. How to Build a Customer Sentiment Strategy

Q Step 3: Turn Insights Into Action

Transform feedback into continuous improvement:
* Prioritize recurring issues and friction points

* Close the feedback loop with customers

« Measure the impact of improvements over time

» Share insights across teams and departments

Tip: The value of customer sentiment metrics comes from action, not collection.




. CSAT vs CES vs NPS vs SUS

Insight: Each metric answers a different question. Combining them creates a more complete

customer view.



. Why Each Metric Fits in the Customer Journey

Pro Tip: Align metrics with customer moments rather than departments.



. Best Practices

] Measure continuously, not occasionally

| Keep surveys short and contextual

Combine multiple sentiment metrics
Close the feedback loop with customers

Compare sentiment trends over time

D000

Use qualitative comments alongside scores

Goal: Improved metrics — Higher lifetime value — Sustainable growth



. Common Mistakes to Avoid

4 h

X Using NPS as the only customer metric
X Surveying customers too frequently
X Measuring without taking action

X Comparing metrics without context

X Treating all customer segments the same

\_ /

Instead Do This: Measure consistently, interpret carefully, and improve continuously.



. PersonaClick in Action

Understand customer perception

across every touchpoint.

Supported capabilities include:
« Customer feedback collection
« Segmentation

« Journey analytics

« Customer data unification

* Personalized messaging

Result: Better experiences — Stronger loyalty — Sustainable growth.



Don't be afraid of change.
Be the #change.
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Ready to understand what your

customers are really thinking?

Book a demo and see
how PersonaClick turns customer
sentiment metrics into meaningful

actions.
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