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Bold change for resilienceTRG 45



The Economic 

Power of  

Relationships
Today



Fred Reicheld
creator of the Net Promoter® System and Score



Decision-making 

& goal setting
Today

Confirmation: Is your culture

transactional or grounded in a 

desire for relationship? Led by a 

department or leadership?

Listen for opportunities to 

enhance your current practice.

The expert is here! And loves 

our field. Note questions for him—

we’ll get to as many as we can.



Net Promoter Score®: Definition

Graphic from Bain.com





Earned Growth Rate

Graphic from Harvard Business Review: Net Promoter 3.0

Repeats (renewals)/Upgrades + Referrals (“earned” new customers) 

– Non-renewal/defections/lapsed = 

EARNED Growth Rate

Does NOT include

• “Bought” New Customers
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