
Customer Satisfaction Measurement 2024 
Customer Satisfaction Score Calculation

Calculating data from three platforms to monitor quality and improve 
the OSP e-marketplace initiative project



Customer Satisfaction Measurement

Osotspa Delivery – our primary company-owned platform, which serves as the main channel for 
direct customer interaction and order fulfillment.

Shopee – a leading third-party e-commerce marketplace, allowing us to track customer feedback 
and ratings from a broader online audience.

Lazada – another major online marketplace that provides additional customer insights and 
satisfaction data.

To ensure a high-quality experience for our customers and continuously improve our e-marketplace 
initiatives, Osotspa monitors customer satisfaction across three key platforms. These include:

1

2

3

By aggregating satisfaction scores from these three platforms, we can calculate an overall 
performance metric that reflects the full customer experience. This approach enables us to identify 
areas for improvement, enhance service quality, and drive strategic initiatives to meet and exceed 
customer expectations.



Step 1: Convert each platform’s score into percentage
Customer Satisfaction Measurement

Shopee score: 4.9/5
Convert score into percentage: 98%
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Lazada score: 99%
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Osotspa delivery score: (9.28 + 9.1 + 9.1 + 9.25) /4 = 9.1825 
Convert score into percentage: 91.83%

Data As of December 2024
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Step 2: Calculate the overall average of the 3 platforms

Unit of 
measurement

FY 2021 FY 2022 FY 2023 FY 2024

Satisfaction 
score

Percentage 83.61 94.78 98 96.27

Calculate the overall average of the 3 platforms: 
(98 + 99 + 91.83) /3 = 96.27%


	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6

