
Using Net Promoter Score as a client 
satisfaction scale 
Kristina Orion and Sandra Vaha 
Estonian Unemployment Insurance Fund
12.11.2024



Introduction

Eesti Töötukassa- in English Estonian Unemployment
Insurance Fund- is the administer of unemployment
insurance benefits and provider of public employment
services (PES) in Estonia. 

We have service-points all over Estonia- 15 county
offices and 2 interactive career centres. 

We are also the biggest career services provider in 
Estonia.

Read more: www.tootukassa.ee/en/about-tootukassa



Estonian Unemployment Insurance Fund

To watch video introduction, please click the link: 
https://www.youtube.com/watch?v=hm0LVX7SVs4&t=3s



Career services in Estonian Unemployment Insurance Fund

 The biggest career services provider in Estonia

 Free of charge

 For everybody, regardless of their age or employment status

Main client groups: 

• Youth and students

• Employed people

• Unemployed people

Multi-channel provision



Our career services

Interactive career centres

Individual career information, guidance and 
counselling

Workshops and group counselling sessions

School admission and job interview training

Career information lectures for 
parents



What is Net Promoter Score?



Interpreting NPS results

 The NPS methodology originated in 2003

 Commonly used to measure customer 
loyalty

 Helps with the ongoing monitoring, 
analysis, and response to issues as they 
arise

 The most valuable is the qualitative 
feedback which comes from open-ended 
responses by clients

 In the context of career counseling 
services, high client satisfaction has not 
been found to correlate strongly with 
actual service effectiveness¹

The NPS of our career services in 2023 was 55%. 

Illustration: https://www.retently.com/blog/good-net-promoter-score/

¹Source: https://link.tootukassa.ee/26aw6



What is my experience with gathering client
feedback for career services?

Please find a spot in the room where: 

100 – I work with client feedback daily

0 – I am not directly involved in gathering client
feedback

Activity



E-mailed questionnaire up to 2 weeks after career
service

1. How likely would you recommend career 
guidance to a friend or colleague? (Scale 0-10)

2. What did you like? What could we improve? 
(Free form text response)

3. How beneficial was the career service for you? 
(Scale 1-5). 

The answers are collected and NPS outcome is 
calculated automatically via platform 
recommy.com. 

NPS practices in Estonian Unemployment Insurance Fund



We analyze the results based on: 

 counties

 target groups: 

• Youth and students

• Employed people

• Unemployed people

Automated monthly newsletters

6-month reviews

Results



NPS results (on a scale of -100 to +100)
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NPS results (on a scale of -100 to +100)

NPSPassives %Detractors %Promoters %AnswersYear

43.6521.4117.4761.1274702019

48.5821.334542763.63104472020

52.2720.5613.5965.8682592021

55.1319.13321126886242022

55.09453413138267.9483632023

53.674540213.1566.8269222024



Benefit of the service to the client (on a scale of 1-5)
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Discussion

 How have you collected and used client feedback? 

What have been the positive and negative aspects? 



Positives

 Fast

 Continuous and up-to-date overview of service performance

 Critical issues are identified quickly

 Configuration matches our complex parameters

 Affordable

 Automated:

• monthly newsletters

• anonymization for easier compliance with data protection requirements



Negatives

 Subjective

 Insufficient data for specific filters

 Hard to decide what is considered a "good" or "bad" result

 NPS is better suited for measuring customer loyalty

 Does not provide substantial input for service development

 Difficult to compare with other surveys

Manual processes: 

• Data interpretation

• Sending questionnaires



Benchmark score

 As of this year we have a benchmark score based on: 

• historical data

• desired direction

What can we influence?

• Number of emails sent

• Informing clients each time that a survey will be sent and 
showing appreciation for their feedback

• Service quality - managing client expectations



Discussion

What could be the the best way to collect feedback from clients of career services? 

What to measure and what method would be most beneficial, e.g satisfaction, usefulness, 
recommendation index, emotion, effect etc? 

 Any questions about the presentation?



Conclusions

Please open menti.com and add code 4795 2253

or

scan with your device



Thank you!
Kristina Orion kristina.orion@tootukassa.ee
Sandra Vaha sandra.vaha@tootukassa.ee



 Should we use different measures and 
methods for different target groups (students
vs adults) when asking for feedback? Any good
examples?

Bonus question



Target groups NPS

Unemployed peopleYouth and students



Target groups NPS
Employed people


