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	How does a CEO, manager, or entrepreneur begin to sort out what defines and drives a good customer experience and how it can be measured and made actionable? If you know how well the customer experience is satisfying your customers and you know how to increase their satisfaction, you can then increase sales, return visits, recommendations, loyalty, and brand engagement across all channels. More reliable and more useful data leads to better decisions and better results. Innovating Analytics is also about the need for a comprehensive measurement ecosystem to accurately assess and improve the other elements of customer experience. This is a time of great change and great opportunity. The companies that use the right tools and make the right assessments of how to satisfy their customers will have the competitive advantage.


	Innovating Analytics introduces an index that measures a customer’s likelihood to recommend and the likelihood to detract. The current concept of the Net Promoter Score (NPS) that has been adopted by many companies during the last decade—is no longer accurate, precise or actionable. This new metric called the Word of Mouth Index (WoMI) has been tested on hundreds of companies and with over 1.5 million consumers over the last two years.


	Author Larry Freed details the improvement that WoMI provides within what he calls the Measurement Ecosystem. He then goes on to look at three other drivers of customer satisfaction along with word of mouth: customer acquisition, customer loyalty, and customer conversion.







	Comments

		


	[image: ]Add Your Comment
(HTML tags aren't allowed.)











	Amazing Books

	[image: ][image: Mastering Bitcoin: Unlocking Digital Cryptocurrencies]

Mastering Bitcoin: Unlocking Digital CryptocurrenciesO'Reilly, 2014

	Mastering Bitcoin is essential reading for everyone interested in learning about bitcoin basics, the technical operation of bitcoin, or if you're building the next great bitcoin killer app or business. From using a bitcoin wallet to buy a cup of coffee, to running a bitcoin marketplace with hundreds of thousands of transactions, or...
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Handbook of Applied Analysis (Advances in Mechanics and Mathematics)Springer, 2009
Accurate models to describe real-world phenomena are indispensable for research in such scientific fields as physics, engineering, biology, chemistry, and economics. The tools and techniques of applied analysis facilitate the development of mathematical models and can thereby serve as an excellent resource for students and researchers in various...
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The Seven Secrets of How to Think Like a Rocket ScientistCopernicus, 2006

	This book translates "thinking like a rocket scientist" into every day thinking so it can be used by anyone. It’s short and snappy and written by a rocket scientist. The book illustrates the methods (the 7 secrets) with anecdotes, quotations and biographical sketches of famous scientists, personal stories and insights, and...
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Software Defined Radio: The Software Communications Architecture (Wiley Series in Software Radio)John Wiley & Sons, 2007
The Software Communications Architecture (SCA) establishes an implementation-independent framework for the development of Joint Tactical Radio System software configurable radios. It specifies the Operating Environment, services and interfaces that applications use.   

   

   Software Defined Radio: The Software...
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Pro Web Gadgets for Mobile and Desktop (Expert's Voice in Web Development)Apress, 2009

	The miniature web applications known as gadgets (or widgets) are a key component of the distributed web and an ideal way to publish your content far beyond the reach of your own web site. Packaging web content and functionality into a gadget enables it to be seen anywhere from iGoogle to the iPhone—wherever the user may be, on or off...
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Freedom of Expression in Islam: Challenging Apostasy and Blasphemy LawsI. B. Tauris, 2021

	
		In Muslim countries, apostasy and blasphemy laws are defended on the grounds that they are based on Islamic Shari'a and intended to protect religion. But blasphemy and apostasy laws can be used both to suppress thought and debate and to harass religious minorities, both inside and outside Islam. This book – comprising...
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