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According to Bain &
Company:

- 5% increase of NPS
brings 5-25% increase of
NI, depending on industry
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Companies Their Customers

8%
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362 companies asked whether they believe
they provide a superior customer service

Source: Closing the delivery Gap, Bain & Company, 2005
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Reason for exit

Source: American Society for Quality (2000) in association with Disney Institute
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Cusiomerer Feedbaekk

- Measure I -~
- Monitor ’
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- Any issue needs to result in: N ‘\_’

- Customer solution

- Internal remedy
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Meaningful measurement
+ Practical improvement

Powerful ways to Beter results
improve the business and growth
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Good Manners

- Party

- Interview over phone
- Praise

- Support mutual praise




