Customer Feedback & NPS Script
Scripts for collecting feedback without annoying customers.
Post-purchase NPS
When to use: Use this when the customer situation is post-purchase nps and the reply needs to be specific, calm, and useful.
Message
Hi [customer name], quick question. You recently worked with us on [specific detail], and I want to make sure the result matched what you needed.
Would you be willing to share one sentence about the experience, leave a short review, or introduce us to someone who has a similar problem?
If yes, the easiest next step is [next step]. Thank you either way. Your feedback helps us improve the service for the next customer.
Follow-up rule
If the customer does not reply, do not chase more than once. A referral ask should feel like a small favor, not a debt.
Internal note
Use this only when post-purchase nps follows a real customer win. Do not ask before value has been delivered.
Support ticket CSAT
When to use: Use this when the customer situation is support ticket csat and the reply needs to be specific, calm, and useful.
Message
Hi [customer name], quick question. You recently worked with us on [specific detail], and I want to make sure the result matched what you needed.
Would you be willing to share one sentence about the experience, leave a short review, or introduce us to someone who has a similar problem?
If yes, the easiest next step is [next step]. Thank you either way. Your feedback helps us improve the service for the next customer.
Follow-up rule
If the customer does not reply, do not chase more than once. A referral ask should feel like a small favor, not a debt.
Internal note
Use this only when support ticket csat follows a real customer win. Do not ask before value has been delivered.
Churn-risk feedback
When to use: Use this when the customer situation is churn-risk feedback and the reply needs to be specific, calm, and useful.
Message
Hi [customer name], quick question. You recently worked with us on [specific detail], and I want to make sure the result matched what you needed.
Would you be willing to share one sentence about the experience, leave a short review, or introduce us to someone who has a similar problem?
If yes, the easiest next step is [next step]. Thank you either way. Your feedback helps us improve the service for the next customer.
Follow-up rule
If the customer does not reply, do not chase more than once. A referral ask should feel like a small favor, not a debt.
Internal note
Use this only when churn-risk feedback follows a real customer win. Do not ask before value has been delivered.
Feature request capture
When to use: Use this when the customer situation is feature request capture and the reply needs to be specific, calm, and useful.
Message
Hi [customer name], quick question. You recently worked with us on [specific detail], and I want to make sure the result matched what you needed.
Would you be willing to share one sentence about the experience, leave a short review, or introduce us to someone who has a similar problem?
If yes, the easiest next step is [next step]. Thank you either way. Your feedback helps us improve the service for the next customer.
Follow-up rule
If the customer does not reply, do not chase more than once. A referral ask should feel like a small favor, not a debt.
Internal note
Use this only when feature request capture follows a real customer win. Do not ask before value has been delivered.
Negative review recovery
When to use: Use this when the customer situation is negative review recovery and the reply needs to be specific, calm, and useful.
Message
Hi [customer name], quick question. You recently worked with us on [specific detail], and I want to make sure the result matched what you needed.
Would you be willing to share one sentence about the experience, leave a short review, or introduce us to someone who has a similar problem?
If yes, the easiest next step is [next step]. Thank you either way. Your feedback helps us improve the service for the next customer.
Follow-up rule
If the customer does not reply, do not chase more than once. A referral ask should feel like a small favor, not a debt.
Internal note
Use this only when negative review recovery follows a real customer win. Do not ask before value has been delivered.
Testimonial request
When to use: Use this when the customer situation is testimonial request and the reply needs to be specific, calm, and useful.
Message
Hi [customer name], quick question. You recently worked with us on [specific detail], and I want to make sure the result matched what you needed.
Would you be willing to share one sentence about the experience, leave a short review, or introduce us to someone who has a similar problem?
If yes, the easiest next step is [next step]. Thank you either way. Your feedback helps us improve the service for the next customer.
Follow-up rule
If the customer does not reply, do not chase more than once. A referral ask should feel like a small favor, not a debt.
Internal note
Use this only when testimonial request follows a real customer win. Do not ask before value has been delivered.
Free template from sem.chat  ·  https://sem.chat/templates/customer-feedback-nps-script
