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GDPR, or General Data Protection Regulation, is a new European Union  regulation 
introduced with the purpose of strengthening personal data protection for all individuals 
within the EU. It also addresses the export of personal data outside the EU. Under this 
regulation, companies are obliged to ensure higher levels of personal data protection both 
during collection, storage and processing of data. GDPR comes into effect as of May 25th, 
2018. You can find the whole text in an easily accessible way here - https://gdpr-info.eu

Net Promoter Score as a business research method is compliant 
with the new regulations.
Here is why:

GDRP allows several legal bases for the collection and processing of personal 
data. They include:

• given consent of a data subject to a controller
• a data subject’s necessity for the performance of a contract
• legal obligation to a controller
• vital interest of a data subject
• public interest of a data subject
• legitimate interest of a controller or of a third party

An example of legitimate interest is business interest, where a company maintains a 
list of their customers for continuing good customer relation and improving individual 
customer experience.

This means that you can not only send a birthday greeting to your customer, but that 
your company can ask a customer about their individual experiences with your product 
or service, with the purpose of improving the experience for this individual customer.

 “There is a lot of fuss about this …
In a lot of cases they don’t need

this consent,”
said Willem Debeuckelaere, Belgian data protection chief and deputy chair of the newly 
created European Data Protection Board that will coordinate privacy enforcement 
across Europe. 

Companies don’t need consent to send marketing emails to existing customers. Nor do 
they need consent to send non-marketing material, according to Debeuckelaere. The 
only situation in which a company needs to ask for additional consent is when it sends 
marketing emails to contacts that are not existing customers.

Introduce soft opt-in based 
on legitimate interest

Provide customers with a 
change to opt out

Take technical and 
organisational measures:

NPS®, or Net Promoter 
Score, is a measurement of 
customer happiness and loyalty, 
expressed in recommendation. 
The methodology, based on the 
“Would you recommend this 
product or service?” question, 
is used as a tool for customer 
relationship management by 
many companies in the world. 

NPS, Net Promoter, Net 
Promoter Score, and NPS 
are trademarks of Satmetrix 
Systems, Inc., Bain & Company, 
Inc., and Fred Reichheld. 
 

IS NET PROMOTER COMPLIANT?

3 KEY ADJUSTMENTS:

See articles 6(1)(a), 6(1)(b), 6(1)
(c), 6(1)(d), 6(1)(e), 6(1)(f) of the 
regulation (EU) 2016/679
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To know more, please contact us at info@futurelab.net                                  www.futurelab.net

Futurelab has made every attempt to ensure the accuracy and reliability of the information provided in this document. However, the information is provided “as is” without warranty of 
any kind. Futurelab does not accept any responsibility or liability for the accuracy, content, completeness, legality, or reliability of the information contained on this website. No warranties, 
promises and/or representations of any kind, expressed or implied, are given as to the nature, standard, accuracy or otherwise of the information provided in this document nor to the 
suitability or otherwise of the information to your particular circumstances.

The company has the right to 
use personal data for contacting 
customers in the perspective of the 
legitimate interest of the company to 
continuing good customer relations 
and improving individual customer 
experiences. [Article 6(1)(f)]

The data subject has the right to 
object against the receipt of the 
invitation to the customer survey via 
a direct link in the survey invitation. 
(Article 21)

The customer is informed about his 
data subject rights (right to be forgot-
ten, right to restriction of processing, 
...) by referring to the company’s 
privacy policy. (Articles 16, 17, 18)

Make use of a GDPR proof NPS 
platform; review data and data 
access in the NPS platform; and 
develop compliance procedures 
regarding data transfer and storage, 
data breach, etc. (Article 24)

GDPR


