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Net Loyalty: The percent of customers who 
score Likelihood to Recommend at 

Fulfillment a 9-10 minus the percent of 
customers who score the same question 1-6. Distribution: The distribution of scores 

across the 1-10 scale that support the 
average scores in prior columns.Average score for this time period.

Priority Rank: Combines the importance 
of the attributes to customers and your 

performance relative to the benchmark to 
yield areas of strength (bright green 

smiles) and top areas for improvement 
(red frowns).  Prioritize resources to 

remove red frowns.  See below for detail.
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Percent of customers who indicated that 
they contacted Customer Support.

Percent of customers who have returned 
or plan to return all or part of their order.

On-time orders equal “yes, all on time”; No 
equals “only some on time”, “none on time”

and “merchant canceled the order”.
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Demographics: Most commonly used 
demographic information.


