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Observations
1. The cluster Region 1 Supermarkets have fair NPS and indicate adequate attention to customer’s shopping
experience.
2. Customer dissatisfaction is based on shopping experience factors like Staff Service, Price and
Promotions, Store hygiene, Billing time and Quality of fresh products.
3. Identifying low NPS stores and surveying customers on detractor factors help improve the NPS.
4. Providing additional resources and closely monitoring the detractor factors have helped improve the NPS
score in pilot stores SM13 and SM14.
5. The NPS for the two other stores, SM09 and SM16, where no conscious efforts were made to improve
detractor factors, have in fact dipped.
6. The detractor factor rating for the stores SM09 and SM16 have remained consistent, but the NPS scores
have dipped.
Findings
1. The Cluster Region 2 is poor in NPS and several peaks and valleys indicate inconsistent operations in
a majority of stores.
2. The lower NPS in stores in Oct.18, at SM13, SM14, SM09 and SM16 indicates poor attention to
detractor factors and may need additional marketing efforts and resources to achieve budgeted sales.
3. Additional resources at SM13 and SM 14 helped improve not only their own NPS but also the Regions
NPS.
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Figure 9: NPS Improvement Region 2

Overall, Region 1 cluster stores have consistently performed well on NPS.
Region 2 NPS trends show improvement by 7.3 points over the trial period.
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Figure 10: NPS Improvement Regionl
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The increased NPS at the pilot stores SM13 and SM14 resulted in an increased average sale 0f14% and lower
losses of 4% over the trial period.

On the other hand, reduced NPS scores at SM09 and SM16 resulted in average lower sales by 12% and
increased losses by 9% for these stores.

Region 1 NPS trends show improvement by 1.14 points over the trial period.

Outcomes

1. NPS framework can be used for measuring and improving Customer Loyalty in a Supermarket chain.

2. This framework can help compare statistically Supermarkets on NPS month on month. This provides a
good review mechanism for improving detractor factors.

3. Management can correlate NPS score, detractor factor ratings with falling sales and increased losses.

4. Management can justify allocation of additional resources to stores for improving NPS. They can make
Area Managers and Regional Managers accountable for improving NPS and justified utilization of
additional resources.

5. Continuous measurement and follow up of NPS will improve store operations, staff service, better focus
on Prices and promotions and improve store hygiene.

6. The action plan described in this case study was followed in other stores, to achieve similar results.

Innovations / Change Aspect of the Process Studied

1. The above study helped to prove that improving detractor factors improves NPS.

2. The Store managers shared these findings, and the effect of improving NPS was demonstrated.

3. The best practices which helped reduce detractor factors were shared with all stores.

4. The Supervisors were sent for a special training in SM13 and SM14 to experience changing conditions
and improvements made.

5. The NPS scores were regularly shared in Team meetings with staff and ideas and suggestions were
asked from staff and Supervisors.

6. The staff became more conscious of the effect of poor service, poor quality of fresh produce and longer
billing times on NPS and thereby on reduced sales and increased losses.

Relevance of the Study to the Organization

1. The results of the improvements in NPS scores in Region 2 were discussed at the Top Management
level and appreciated.

2. The additional resources and its cost were justified vis a vis benefits accrued.

The stores SM3 and SM 14 were used as Model stores for training and sharing best practices.

4. The other low NPS scoring stores also followed best practices, many times without additional
resources, improving their performances as well.

5. NPS score became a benchmark on Store Operations and customer’s acceptance to service and price
perception.

6. The above experiment clearly established the correlation between NPS and store sales and NPS and
store losses.

7. The average score of NPS in a store was proposed as one of the Store Manager’s KPI and was
reviewed during half yearly and annual appraisals for salary increments and promotions.

8. The importance and effect on NPS score were made a part of the induction training for all staff,
Supervisors and Store Managers.

[O8)

Relevance of the Study to the Industry:
1. As organized industry is only 4% of total retail industry in India, NPS score and it’s measurement can
form an important yardstick to measure loyalty.
2. The breaking down of detractor factors into parameters related to the category in which the retail store
operates can help management to implement corrective measures.
3. The suggested detractor factors and its inclusion to various retail format can be as follows:
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Type of Retail | Grocery  Retail Apparel Store White Goods Store Jewelry Retail Store
Store Store
Price and | Stock Range and . . Stock Range and
. - Price and promotions oo
promotions availability availability
. . Staff  service and | Staff service and
Staff service Staff Service product knowledge product knowledge
Detractor Billing time Tr1a1 room waiting Store ambience Store ambience
Factors time
Quality - offresh Product quality Support from brands Prices, loyalty
produce schemes.
Store hygiene After sales service After sales service After sales service
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Table 13: Detractor factors in other Retail Formats

Further Scope of Studies
Based on the above NPS model, the following Store KPIs can be studied
1. Customer attrition rate
2.  Weekly Cash till billing time
3.  Weekly Customer invoice nos. and NPS trends.
4. Weekly Food safety and Quality audit (FSQA) scores.

Limitations of the Study

The study was done on food grocery supermarkets and the NPS and detractor factors might vary for other retail
stores. The NPS improvements were continuously monitored centrally after an additional budget was allocated.
In the event the supervision and measurements were weak, the improvements might not be as high. This study
assumes truthful feedback on NPS and reasons for detractors from the customers. Latest information tools like
tracking billing and sending SMS, collating the web responses and data analytics were used to arrive at the
stores NPS.
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