
A M D A R I S 

PREDICTIVE ANALYSIS TO 
INCREASE CLIENT SATISFACTION
 



CLIENT NEED
A tool to ensure client satisfaction 

At Amdaris we use the Net Promotor Score (NPS) to measure 
our customer service. Throughout each project our clients 
complete questionnaires that gives us an NPS rating.  
This is then stored in our in-house purpose-built customer 
relationship management (CRM) system. 

NPS ratings track how satisfied our clients are with our 
services and how likely they are to recommend us.

We wanted to go further than just tracking our NPS ratings. 
We wanted to develop a tool to analyse our scores, query our 
CRM database and predict a regular score throughout our 
work with a client, ensuring we deliver impeccable service 
throughout project delivery. 

OUR SOLUTION 
Machine Learning to learn client behaviours and 
predict NPS scores 

Every month we record statistics on how a project is 
progressing. Using our internal data science framework, 
we modelled multiple machine learning algorithms with 
different architectures depending on a set of variables 
(project duration, type of project, industry and so on) to run 
continuously and track an NPS prediction throughout  
the project.

Our machine learning tool automatically learns our client’s 
behaviours and uses these learned behaviours to predict 
NPS scores across our client base. It runs constantly, 
regularly updating our scores to predict the NPS score for 
every project. Stakeholders can visualise these predictions 
through an internal company-wide tool. 

The NPS for a project is drawn graphically (as shown below) 
with the dark blue colour showing live data and light blue 
showing the NPS prediction.
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OUTCOMES 
Predictive analysis to increase client satisfaction

Mapping our NPS score throughout client projects offers 
enormous benefits:

1. Progress tracking – We can ensure the client is happy with  
 the service they receive and flag issues early so they can   
 be promptly rectified. 

2. Deeper analysis – It provides us with a more    
 representative picture of our client base.

3. Risk reduction – The ability to predict the effects of   
 operational changes on our NPS scores reduces risk.

4. Understanding the factors that drive NPS – Software   
 that predicts NPS expose the specific factors that  
 drive  NPS and the impact on individual scores.  
 By understanding these factors, we can work to  
 improve them.

5. Increase the number of promotors – Predictive    
 technology helps us to identify who in this group is likely   
 to be persuadable based on various factors, then specific  
 actions can be taken to boost them up into the  
 promoter range.

6. Reduce the number of detractors – By tracking NPS   
 scores, we can identify high-risk clients who may drop into  
 the detractor range, and action can be taken to prevent it  
 from happening.

TECHNOLOGIES

Scikit-learn

Python

Tensorflow

Azure Blob Storage

Azure Databricks Azure SQL Server
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