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The Ultimate Question 2.0, How Net Promoter Companies Thrive in a Customer-Driven World, is a digital-only resource designed to keep practitioners up to date on the nuances of the NPS and the power it has to ignite real-world business results. Updated for the past year, it is updated
again to include the latest NPS-driven case studies that illustrate what powerful and sustainable results the NPS has enabled. In this thoroughly updated and expanded edition, Fred Reichheld reveals how practitioner have built Net Promoter into a full-fledged management system that

drives extraordinary financial and competitive results. With his trademark clarity, Reichheld: he Ultimate Question 2.0, How Net Promoter Companies Thrive in a Customer-Driven World, is a digital-only resource designed to keep practitioners up to date on the nuances of the NPS and the
power it has to ignite real-world business results. Fred Reichheld is a Bain & Company fellow and the creator of the Net Promoter System of management. His work in the area of customer and employee retention has quantified the link between loyalty and profits. Fred's books, The Loyalty

Effect, Loyalty Rules! and The Ultimate Question have each become best sellers. In the first edition of this landmark book, business loyalty guru Fred Reichheld revealed the question most critical to your companys future: Would you recommend us to a friend By asking customers this
question, you identify detractors, who sully your firms reputation and readily switch to competitors, and promoters, who generate good profits and true, sustainable growth.
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This updated and expanded edition of the landmark book explains how companies
that use net promoters to drive growth achieve extraordinary profits. Often referred to
as the loyalty engine of a business, net promoters are satisfied customers who act as
brand evangelists and promote that business to others. In this book, Bain & Company
fellow Fred Reichheld explains how companies can learn how to create a net promoter
- or Tp-30 - culture, adapt it to different markets, and build an effective management

team. He also describes why Tp-30s are so valuable, and offers case studies to
illustrate the companies that have transformed their financial performance and

competitive position as a result. The book begins with a practical step-by-step guide
to transforming your business into a Net Promoter, and concludes with client case

studies of companies that have successfully implemented the Net Promoter system,
from jeweler Beall's in New Orleans, to the HP Enterprise division of Hewlett-Packard.
In this updated and expanded edition, business loyalty guru Fred Reichheld reveals
the question most critical to your companys future: Would you recommend us to a

friend In asking customers this question, you identify detractors, who sully your firms
reputation and readily switch to competitors, and promoters, who generate good

profits and true, sustainable growth. If your company uses the Net Promoter System,
it can learn how to create a net promoter (or Tp-30) culture, adapt it to different

markets, and build an effective management team. Then, executives can identify the
best methods for making net promoters the most successful advocates in the market.
This book is not merely a history of the Net Promoter System. It is a practical guide to

applying the concepts and creating a net promoter culture. 5ec8ef588b
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