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The Situation at the Bank

• Angela Braut works in the market research unit of the 
customer relations section at a major bank. The market 
research group have recently gotten excited about a 
customer loyalty measure called the new Promoter Score 
(NPS). They have surveyed over 1000 existing customers 
and now want to summarize the data. 

• It looks like customers do not have a high opinion of the 
bank at all.

• Angela needs to summarize the data in a simple way that 
the senior managers will understand. She also wants to 
describe any differences between age-groups and genders.



Case: NPSdata.xls
Modules/In-Class Activities
How could you present this data 
in a simple way that will be 
quickly understood by senior 
managers?



Hint:

Since we will ultimately be looking at different age-group and genders, 
it is helpful to look at the market share in each demographic. Some will 
be more important than others. By dividing the number of bank 
customers by the census numbers in each age-group and gender and 
expressing it as a percentage you get the market shares. 



Hint:

Rather than stare at a table for half an 
hour the main patterns are immediately 
apparent by graphing the market shares 
for males and females on the same 
chart. 



Hints

You can use Pivot Tables to break the data 
on NPS into gender and age-groups and 
see if the counts roughly match the 
customer base. 
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Hint: 
The relationship of score to age 

Before looking at the NPS itself, it is worth looking at 
the 1-10 score and see if this differs by age. There are 
several ways to do this. One crude method is to divide 
the data up into different scores and see how the age 
differs. We could look at the mean age for each score 
or we could look at something crude such as the 
percentage over people over 40 in each score group. 



Hints:  Trendlines with Polynomial, Degree 4. 
Looking at the survey results, it is clear that the majority of customers 
would not recommend the bank. How does this differ by gender and 
age-group?
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Hints:  Trendlines with Polynomial, Degree 4. 

To make the trend more easily recognized, in the F column for females, I put the 5-
yr. average (2 years prior, the same year, and 2 years after) and used that to graph 
the points.  Right click on a point and select “Add Trendline” then select Polynomial 
degree 4.



Recommended Format for Deliverable

• Create a presentation in Google Slides.
• Share with ellisc@fiu.edu

• Use Excel or Google Sheets for the graphs and Pivot Tables.
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