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Overview

A framework for building data literacy specifically within customer experience and service
design teams — survey methodology critical reading, quantitative-qualitative data
integration, and sample representativeness judgment — addressing the specific risk of CX
teams over-trusting survey scores that may not represent the full or true customer
experience.

CX teams already track NPS and CSAT scores extensively —isn't

that already data-driven practice? Tracking scores isn't the same as critically interpreting
them — many CX teams treat survey scores as objective truth without considering response
bias, sample representativeness, or what the score doesn't capture, which can produce a

misleading picture of genuine customer experience.

What's the most common data literacy gap specifically in customer

experience teams? Treating survey response samples as representative of the full customer
base without checking for response bias — satisfied or dissatisfied customers often
respond to surveys at different rates than the overall population, skewing the reported
score.

{ "@context": "https://schema.org", "@type": "FAQPage", "mainEntity": [ { "@type™:
"Question”, "name": "CX teams already track NPS and CSAT scores extensively — isn't",
"acceptedAnswer": { "@type": "Answer", "text": "that already data-driven
practice?\nTracking scores isn't the same as critically interpreting them — many\nCX teams
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treat survey scores as objective truth without considering\nresponse bias, sample
representativeness, or what the score doesn't\ncapture, which can produce a misleading
picture of genuine customer\nexperience." } }, { "@type": "Question", "name": "What's the
most common data literacy gap specifically in customer", "acceptedAnswer": { "@type":
"Answer", "text": "experience teams?\nTreating survey response samples as representative
of the full customer\nbase without checking for response bias — satisfied or
dissatisfied\ncustomers often respond to surveys at different rates than the
overall\npopulation, skewing the reported score." } } 1}
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A framework for building data literacy specifically for knowledge workers using Al co-pilot
tools — understanding Al output reliability and limitations, appropr
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A framework for building data literacy specifically for board committee members overseeing
audit, risk, and ESG functions — enough working understanding of data
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A framework for building data-first culture specifically in traditional organizations where
intuition and experience-based decision-making have historically dom
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I'm Mithun A. Sridharan, Founder of this website - Think Insights - on Strategy, Management

Consulting, Leadership, Digital Transformation, and Data Literacy. Follow me on social
media or connect with me on LinkedIn for updates.
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