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Section 1: Overview 

 
Focus:  
 
This Pecha Kucha educates employees on the topic of Net Promoter Score (NPS) and why this 
formula is productive for growth and development in an organization. Net Promoter, or Net Pro-
moter Score, is a primary tool used to gauge the loyalty and satisfaction of customers. The pri-
mary goal of this presentation is to educate TSYS new hire employees, or trainees, on the im-
portance of working towards achieving a high NPS in every interaction.  
 
Learning Objectives:  
 

• Trainees will be able to explain Net Promoter Score and how it is used to gauge loyalty 
of our merchants.   

• Trainees will be able to justify the benefits of achieving a high Net Promoter Score and 
how this impacts retention of merchants.   

• Trainees will compare the differences between a detractor, passive, and promoter.   
 
Audience:   
 
As an operations trainer at TSYS, my primary audience will be new hires to the organization. 
When joining TSYS, many of our employees have some experience with customer service and 
how to handle customer interactions. Though most of our trainees have some experience with 
customer service in one way or another, Net Promoter Score, and how it is used, is commonly 
misunderstood or unknown. A majority of our new hire employees directly communicate with 
merchants regarding their billing and processing. Thus, a majority of our new hires attend a day 
long Customer Experience course. This Pecha Kucha will focus on teaching our employees about 
Net Promoter Score and how seeking a high NPS helps our organization grow, making this a 
helpful resource for any employee that communicates to our merchants. 
 
Design Goals: 
 
This presentation needs to be relatable and educational to new employees at TSYS. This was 
achieved by telling a story about NPS and teaching our employees about how NPS is used in or-
ganizations. In particular, topics include: defining NPS, discussing how NPS is calculated, differ-
entiating between the scores that associate an individual with a label of either detractor, passive, 
or promoter, and why it’s important to strive for a high NPS in every interaction. In general, this 
presentation meets the brand standards of TSYS and will be used as a visual in our Customer Ex-
perience training.  
 
Tools & Technologies:  
 
Microsoft PowerPoint and a microphone were used to create this Pecha Kucha. I have experience 
working with PowerPoint and was impressed by how well this worked for designing this presen-
tation. The final video was uploaded to YouTube to be viewed by my peers and colleagues.   
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Section 2: Design Decisions 

 
This Pecha Kucha focused on many design decisions. These included: One Key Simple Idea, 
Context of Something Real, Intentional White Space, Repetition, and Simple and Supportive 
Visuals. These decisions are supported below by many leaders and researchers in the Instruc-
tional Design community.  
 
Design Decision #1 – One Key Simple Idea 
 
The topics of customer loyalty and customer experience can be rather complex. Rather than 
overwhelming the audience with multiple models and explanations, I decided to stick with dis-
cussing Net Promoter Score. NPS is used to calculate a customer’s loyalty and evaluates cus-
tomer experience. Making something memorable can be difficult, but simplicity is key when 
making things stick (Heath & Heath, 2008). By presenting the topic of NPS through simple and 
relatable stories of customer experience, the audience becomes “directly and instantly involved” 
with the presentation’s content (Dunlap & Lowenthal, 2011, p. 1). Rather than attempting to con-
nect with these customer experience stories, the audience can focus on the content that is later 
directly related to the topic of NPS. 
 
Design Decision #2 – Context of Something Real 
 
Storytelling offers a way to provide context of a lesson. This allows an audience to relate to 
other’s experiences and the content being taught. Net Promoter Score is usually heavily focused 
on data and making sense of that data to make important cultural and operational changes. “As 
presenters, we love data! What’s funny is that data alone has no value. Only in the context of real 
life does it have meaning.”  (Reynolds, 2009, p. 27). To create this connection and to show how 
this data is calculated and being used, I presented the material in the context of how you would 
numerically describe your overall experience at a new gym. Most are not familiar with the term 
NPS. However, almost everyone can either remember positive, okay, and negative experiences. 
In order to teach NPS, I decided to relate the topic to these types of experiences. “You tap the ex-
isting memory terrain of your audience. You use what's already there.” (Heath & Heath, 2008,  p. 
52). This allowed the audience to easily understand the importance of NPS. 
 
Design Decision #3 – White Space 
 
A Pecha Kucha has fairly strict guidelines. Knowing that you will quickly switch images every 
20 seconds, it is important to design with white space in mind. “Empty space in a design is not 
“nothing.” It is, indeed, a powerful “something,” which gives the few elements on your slide 
their power. (Reynolds, 2009, p. 161). Knowing that I had to stick with pre-approved vector im-
ages and my organization’s branding guidelines, I took advantage of white space. You’ll see im-
ages and examples, but nothing that takes up the entire screen. With such little time to view a 
slide, it was important to use white space to show the audience what part of the screen they 
should be viewing. “Educators need to ensure that all the visual elements are contributing to the 
conveyance of the instructional message and eliminate those that only function as decoration.” 
(Dunlap and Lowenthal, 2011, p. 56). In order to only display visual elements that help with the 
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instructional method, I had more white space. Golombisky and Hagen (2010) also support this 
idea when they state, “Cutesy backgrounds and other embellishments can detract from your mes-
sage. Easy does it.” (p.163). Though it’s tough not to fill the space with icons and images, it 
makes the images on the screen that much more impactful. 

Design Decision #4 – Repetition 

Repetition was a key element in both my visuals and my narrative. “Repetition of certain design 
elements in a slide or among a deck of slides will bring a clear sense of unity, consistency, and 
cohesiveness.”  (Reynolds, 2009, p. 157). As I discuss the different, yet relatable, experiences an 
individual can have at the gym, I repeat the same types of visuals to help create a cohesive story. 
I also use the same visuals when I break down how NPS is actually calculated. This allows the 
Pecha Kucha to flow more smoothly and allows the audience to focus more on the message than 
trying to understand the visuals. This idea is further supported by CARP principles. “Repeat vis-
ual elements of the design throughout the piece. You can repeat color, shape, texture, spatial re-
lationships, line thicknesses, sizes, etc. This helps develop the organization and strengthens the 
unity.” (The Four Key Principles of Design: (CARP)). 

Design Decision #5 – Simple & Supportive Visuals 
 
A Pecha Kucha presentation requires a balance between visuals and narration. Medina (2008) ar-
gues that “our senses evolved to work together – vision influencing hearing, for example – which 
means that we learn best if we stimulate several senses at once.” (p. 219). This means that the 
images and narration need to go hand-in-hand. You only have 20 seconds to view a slide and the 
images on that slide. It was important to me to create simple images that were easily recogniza-
ble and related to NPS so that the images didn’t detract from the overall message. Some of my 
slides rely on text to support the narration. For example, when I present the equation for NPS, I 
am only using text on the slide. However, “It’s difficult for people to read and listen to you at the 
same time…” (Reynolds, 2009, p. 34). Reynolds (2009) discusses how text needs to be clear and 
easy to see. The font I chose meets my organization’s guidelines. The difference in color in the 
text is more appealing and the increased text creates a feeling of simplicity. The text supports the 
overall messaging behind each slide and isn’t distracting to the narration. 
 

Section 3: Formative Evaluation Response 
 
Peer Review Question #1  
 
Flow is especially important in a Pecha Kucha since the images and content should run seam-
lessly. My first question revolved around whether or not my content flowed well. I asked my re-
viewers: “What are your thoughts on the flow of the content? Does it make sense to do a story 
and then explain NPS later?” 
 
Peer Reviewer A: It made sense to me that you did not define the term initially. However, I 
would not even show the term on the screen until you are ready to define it. Otherwise, that 
causes some confusion or anxiety about the unknown words. The story you told about joining a 
gym was a great story that allowed me to understand the abstract concept of the NPS. About the 
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flow, I commend you on your pauses and the space between your examples. It is very helpful in 
allowing the viewer to totally grasp one example before being thrown right into the next one.   
 
Peer Reviewer B: I liked the flow of the content and the graphics used were very consistent. I 
liked your pace as you give the audience time to absorb the new information. I personally liked 
that you used a story to introduce the definition of Net Promoter Score - this is new to me, the 
idea seems quite interesting. However, I would suggest not having the caption first. Seeing "Net 
Promoter Score" on the first slide had me wondering what it was and I was trying to put the story 
and the first slide together for clarity. If you started out by telling your story, then have the defi-
nition slide right after would be more effective as the audience would immediately put the two 
ideas together. It would be more coherent. 
 
Considerations: For this question, most of the constructive feedback focused on my title slide 
called “Net Promoter Score”.  After a lot of consideration, I ultimately decided to keep the slide 
and change the narration slightly. I know understand how seeing the term, without specifically 
stating the term can be a bit overwhelming and confusing. Looking at the larger context of how 
this Pecha Kucha will be used, I decided to keep the title slide. In general, this will be used in a 
course that talks about customer experience and the introduction should help employees hear the 
term and then later understand the meaning through the example. 
 
Peer Review Question #2 
 
A Pecha Kucha should be a stand-alone resource with no additional content or clarification 
needed. For this reason, my second question revolved around the clarity of my content. Knowing 
that I wanted my information to be relatable and to “stick” I tried to describe a model with a 
story. I asked my reviewers: “What part of my content is unclear? How can I clarify NPS and 
how it is used?” 
 
Peer Reviewer A: Although this term is completely out of my realm, I totally understood it by 
the end of the presentation. Yay! The concrete examples of the gym visits, including where I was 
able to swipe up my dropped protein bar and eat it without concern gave me a clear and vivid 
picture. That particular example made me smile. What would have been even better would be 
some humorous picture of a woman guiltily picking up her food and looking around to see if an-
yone was witnessing the act!   
 
Peer Reviewer B: Your first slide serves as an introduction to your idea. May I suggest starting 
your presentation with the story? I think this would grab the imagination of your audience and 
take them on a journey, then reel them in by linking the story to the main idea.  
As [Peer Reviewer A] pointed out, the range -100 - +100 can be a throw-off. Maybe you could 
consider putting the numbers on a continuum so it can be clearly seen. The hyphen in the middle 
with the negative symbol may introduce confusion to some of your audience. 
 
Considerations: I mostly received feedback that my content was clear. I did receive feedback that 
the slide that represented the range of NPS was a bit unclear and confusing. It was recommended 
that I use a continuum to represent this information instead. I created a simple continuum to 
show the range of NPS and was really happy with how the slide turned out visually. 
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Peer Review Question #3 
My third question was centered on my graphics. Knowing that I was making a presentation for 
my company, I had to follow my organization’s brand guidelines. At times, these guidelines 
seemed to conflict with the regular presentation of a Pecha Kucha. For this reason, I asked my 
peer reviewers: “What are your thoughts on my graphics? Our main colors are Navy and White, 
so it's tough with some of the images. Are there any slides in particular that need scrapped or re-
done?” 
 
Peer Reviewer A: I would at least put some photographs in the presentation. But I understand if 
you cannot because of the guidelines you mentioned. Even if they are not photos, the graphics 
could be more active. Why not represent the gym with an actual picture of people working out at 
a gym rather than just the generic "fitness gym" sign? The next slide could be a person on the 
phone considering how to answer the survey. The one slide I thought was a little misleading was 
the one with the name tag. If they know your name, why would you need a name tag? Could you 
just represent a smiling person behind a counter waving to say hello maybe? The slide where you 
actually define NPS is where you might want to put, in large letters, "Net Promoter Score." I also 
feel that same slide is too busy with text and graphics to be helpful. The slide that shows - 100 - 
+ 100 is a little confusing. I would have -100 at one end of a ticked line and +100 at the other 
end so it looks like a range of potential scores. The dash is confusing with the minus sign. The 
change in color is not enough of a distinction.   
 
Peer Reviewer B: Could slide 2 be a picture of someone walking into a gym? You could even 
add a thought bubble of what the person may be thinking - just a suggestion. Slide 3 could be a 
person on the phone with a speech bubble showing what the individual on the other end is ask-
ing. These graphics could be the ones you already have but used in the particular context of your 
story. Slide 8, you could have Jessica showing excitement with her hands up or she exclaiming 
"Yeah!" in order to introduce more emotions into the content. 
 
Considerations: The feedback for my images was really helpful! Unfortunately, it was a little dif-
ficult to work with my branding guidelines, so I changed many of slides that had constructive 
comments. In general, I added a few smaller icons to the slide with the gym sign. I think allows 
you to look at more than just the sign and further creates that image of a gym for the viewer. I 
can see how having a name tag visual was contradicting my narrative, so I took out the image of 
the name tag and added a protein bar and a funny statement instead. On the slide that defines 
NPS, I removed a majority of the text because it was too overwhelming to read the text and listen 
to the narrative at the same time. As mentioned earlier, I also added the continuum to further il-
lustrate the range of NPS and remove any confusion with the lines and dashes. The human icons 
that are branded do not have facial features. In order to stay consistent, I decided to add text to 
these speech bubbles to add more emotion into the visuals. Overall, I think the simple icons and 
design adds to the narrative and helps the viewer picture this story in relation to NPS. 
 
Peer Review Question #4 
 
Learning objectives are always an important part of any presentation. If the learning objectives 
are not met, than the presentation does not meet the needs of the learner and cannot be used 
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alone. To determine how well my objectives were met, I asked: “How well do you think I meet 
my learning objectives? Do my learning objectives need to be revised?” 
 
Peer Reviewer A: When I finished one viewing of the presentation, I was able to answer all the 
questions in your learning objectives with confidence. I think you met them well. I found it odd 
that you used the term merchants. I would have said "customer loyalty" and the "impact on the 
retention of customers." However, I am not in the business at all so perhaps I am mistaken.  I 
think your objectives are dead on.  
 
Peer Reviewer B: You did a good job at hitting your objectives on the head! At the end of your 
presentation, I think I was able to do all that you set out to teach. 
 
Considerations: I received really positive feedback about how well my objectives were met. This 
was really exciting! I did receive a comment in regard to using the term “merchant”. I have de-
cided to keep this term in my narration because it is an industry term and we expect our trainees 
to understand and use this term in their daily customer interactions. 
 
Peer Review Question #5 
 
I am not used to working on projects that require using our voice. For my last question, I decided 
to ask my peer reviews for feedback on my narration. I asked: “I've recorded the narration a few 
times, but it still feels off. In what areas can I improve my narration?” 
 
Peer Reviewer A: Your narration is smooth. You could perhaps inject a little more emotion into 
parts of it.  When you go into the examples, you could get a little dramatic. The conclusion was 
also not emphasized enough for my taste. It was over rather abruptly. I needed more of a change 
in either pace or timbre in your voice to let us know the end was here.  
 
Peer Reviewer B: At the beginning of the presentation, there was an overly lengthy pause that 
seemed odd to me between the first and the second slides. I also thought that you could inject 
more variation in your voice - change of tone and rhythm. However, I like the pace of your 
voice; it was very clear and crisp. 
 
Considerations: I struggled quite a bit with narration. Most of the feedback on this question fo-
cused on adding variation and excitement in my tone. I re-recorded my narration a few times and 
practiced working with my tone more. I also tried to further clarify that my conclusion was ap-
proaching so that it didn’t feel like the presentation ended abruptly.  
 

Section 4: Lessons Learned 
 

Pecha Kucha’s are extremely difficult. The first draft of this project took me three times longer 
than I had originally expected. The stricter guidelines and the seemingly quick pacing make for a 
tough challenge. As a few lessons learned, I would always overestimate the amount of time it 
takes to complete a project when voice is involved. It can be really difficult to get the sound 
quality right and ensure that there is engaging narration.  
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This project taught me the importance of pairing your images really closely to your lesson. When 
you are speaking over a presentation, the learner pays extra close attention to your graphics. It’s 
important to find that line between engaging and distracting. Text can go a long way, but too 
much text distracts your learners and creates a barrier to understanding the statements being 
made. 
 
I wouldn’t typically branch out and create a story to teach a topic. Writing the story took hours 
alone and more planning than I had originally expected. I learned a lot about how telling a con-
cise, yet fruitful story helps learners relate an unknown topic to their own experiences. This of-
fers a great way to make something memorable and it seemed to work well with my peers. Over-
all, this challenging project taught me important lessons on graphics and storytelling and how the 
two can be intentionally combined to create an engaging and memorable lesson for the learner. 
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