Supplemental material 2 – Article classification and source of reference
	Peer-reviewed journal articles
	Source
	Academic chapters, books, proceedings 
	Source
	Gray literature
	Source

	Reichheld (2003)
	BSC
	Reichheld (2006b)
	BSC
	Creamer (2006)
	BSC

	Morgan et al. (2004)
	BSC
	Deshmukh and Karandikar (2007)
	BSC (t)
	Anonymous (2006)
	BSC (ab)

	Reichheld (2004)
	BSC
	Sharp (2008)
	BSC (t ab)
	Crook (2006)
	BSC (t)

	Kinney (2005)
	SD
	Feehan et al. (2009)
	BSC (ab)
	Maddox (2007)
	BSC (t)

	Morgan and Rego (2006)
	BSC
	Kristensen and Eskildsen (2011)
	BSC
	Rust (2007)
	

	Reichheld (2006)
	BSC (ab)
	Duarte et al. (2012)
	SD
	Anonymous (2008a)
	BSC

	Samson (2006)
	BSC (ab)
	Hoof et al (2012)
	BSC (t)
	Anonymous (2008b)
	BSC (t)

	Grisaffe (2007)
	BSC (t ab)
	Jouve et al. (2012)
	SD
	Goldman (2009)
	BSC (t)

	Keiningham et al (2007)
	BSC
	Bradner (2013)
	SD
	Merrick (2009)
	BSC (t)

	Pingitore et al. (2007)
	BSC (ab)
	Tullis and Albert (2013)
	SD
	Garrity (2010)
	BSC (t)

	Keiningham et al (2008)
	BSC (ab)
	Keiningham (2014)
	Book chapter
	Chakrapani (2011a)
	BSC (t)

	East et al. (2008)
	BSC (ab)
	Melnic (2016)
	BSC (kw)
	Chakrapani (2011b)
	BSC (ab)

	Maempel (2008)
	BSC
	Neren (2016)
	BSC (ab)
	Hanson (2011)
	BSC (ab)

	Morgan and Rego (2008)
	BSC (ab)
	Schupbach et al. (2016)
	BSC (ab)
	Sprinks (2011)
	BSC (ab)

	Ozimek (2008)
	BSC (ab)
	Zaki et al. (2016)
	WP
	Steward (2011)
	BSC (ab)

	Markey et al. (2009)
	SD
	Funke et al. (2018)
	SD
	Baxter (2012)
	BSC (t)

	Wang et al. (2009)
	BSC (ab)
	Biesok and Wyród-Wróbel (2019)
	BSC (ab)
	Johnson (2012)
	BSC (t)

	Dixon et al. (2010)
	BSC (t ab)
	McKnight et al. (2019)
	BSC (t ab)
	Riveral (2013)
	BSC (t)

	Farooqi and Rehmaan (2010)
	BSC (kw ab)
	Mendes and Teixeira (2019)
	BSC (t)
	Williamson and Tharrett (2013)
	BSC (t)

	Denning (2011)
	BSC (ab)
	Sieja et al. (2019)
	SD
	Zikakis (2013)
	BSC (t)

	East et al. (2011)
	BSC (ab)
	Stahlkopf (2019)
	BSC (t)
	Byrne (2015)
	BSC (t)

	Martin (2011)
	BSC (kw)
	Teixeira and Mendes (2019)
	BSC (t)
	Fisher (2015)
	BSC (kw)

	Menon (2011)
	BSC (kw)
	Pflughoeft and Alberg (2020)
	BSC (ab)
	Hutchinson (2015)
	BSC (kw)

	Denning (2012)
	BSC (ab)
	Baratta-Ziska et al. (2021)
	SD
	Lashinsky (2015)
	BSC (t)

	Schultz and Block (2012)
	BSC (kw)
	Barnum (2021)
	SD
	Anonymous (2016)
	BSC (kw)

	Jang et al. (2013)
	BSC (ab)
	Beresford and Norwood (2021)
	SD
	Frankel (2017)
	BSC (t)

	Klaus and Maklan (2013)
	SD
	Reichheld et al. (2021)
	BSC (ab)
	Bernstein (2018)
	BSC (t)

	Munger et al. (2013)
	BSC
	Febrero et al. (2022)
	SD
	King (2018)
	BSC (t)

	Pollack and Alexandrov (2013)
	BSC (t)
	Fromme et al. (2022)
	SD
	Mills-Senn (2018)
	BSC (t)

	Schulman and Sargeant (2013)
	SD, BSC (ab)
	Rosenow et al. (2022)
	SD
	Paredes (2018)
	BSC (t)

	Van Doorn et al. (2013)
	BSC (ab)
	Shapiro et al. (2022)
	SD
	White (2018)
	BSC (kw)

	Viswanathan et al. (2013)
	BSC (kw ab)
	Voorhees et al. (2022)
	BSC (t kw)
	Alcántara (2019)
	BSC

	Kristensen and Eskildsen (2014)
	SD, BSC (ab)
	
	
	Anonymous (2019a)
	BSC (ab)

	Ranaweera and Jayawardhena (2014)
	SD, BSC (ab)
	
	
	Anonymous (2019b)
	BSC (ab)

	Anselmsson and Bondesson (2015)
	SD, BSC (kw ab)
	
	
	Anonymous (2019c)
	BSC (ab)

	De Haan et al. (2015)
	SD
	
	
	Anonymous (2019d)
	BSC (ab)

	Krol et al. (2015)
	BSC (ab)
	
	
	Anonymous (2019e)
	BSC (ab)

	Min and Ghang (2015)
	BSC (kw)
	
	
	Anonymous (2019f)
	BSC (ab)

	Schultz and Block (2015)
	SD
	
	
	Gaynor (2019)
	BSC (ab)

	Valdez et al. (2015)
	SD
	
	
	Lewis (2019)
	BSC (ab)

	Dvořáková and Faltejsková (2016)
	BSC (ab)
	
	
	Newton (2019)
	BSC (ab)

	Ghosh (2016)
	BSC (kw)
	
	
	Ouimette (2019)
	BSC (ab)

	Laitinen (2016)
	BSC (kw)
	
	
	Outstanding Training Initiatives (2019)
	BSC (ab)

	Mittal (2016)
	BSC (kw ab)
	
	
	Parsons (2019)
	BSC (ab)

	Pollák and Dorčák (2016)
	BSC (t ab)
	
	
	Robuck (2019)
	BSC (ab)

	Rocks (2016)
	BSC (ab)
	
	
	Rogers (2019a)
	BSC (ab)

	Acquaro (2017)
	BSC (kw)
	
	
	Rogers (2019b)
	BSC (ab)

	Barfoot et al. (2017)
	BSC (ab)
	
	
	Rogers (2019c)
	BSC (ab)

	Batra (2017)
	BSC (kw)
	
	
	Rogers (2019d)
	BSC (ab)

	Bocris and Mahieux (2017)
	SD, BSC (t)
	
	
	Safdar and Pacheco (2019)
	BSC (ab)

	Eger and Mičík (2017)
	BSC (kw)
	
	
	Schmidt-Subramanian (2019)
	BSC (t kw)

	Hinnenberg and Löfstedt (2017)
	BSC (kw ab)
	
	
	Vizard and George (2019)
	BSC (t)

	Naruetharadhol and Ketkaew (2017)
	BSC (kw ab)
	
	
	Wylie (2019)
	News item

	Raassens and Haans (2017)
	BSC (ab)
	
	
	Britt (2020)
	BSC (ab)

	Dixon (2018)
	BSC (t ab)
	
	
	Colvin (2020)
	BSC (ab)

	Florea et al. (2018)
	BSC (kw, ab)
	
	
	Duncombe (2020)
	BSC (ab)

	Følstad and Kvale (2018)
	BSC (kw)
	
	
	Hammett (2020)
	BSC (ab)

	Ganapathy (2018)
	BSC (t)
	
	
	Hartley (2020)
	BSC (ab)

	Grisaffe and Sargeant (2018)
	BSC (t ab)
	
	
	Notte (2020)
	BSC (ab)

	Korneta (2018)
	BSC (t kw ab)
	
	
	Vizard (2020)
	BSC (ab)

	Laitinen (2018)
	SD
	
	
	Adams (2021)
	BSC (ab)

	Maempel et al. (2018)
	BSC (ab)
	
	
	Anonymous (2021a)
	BSC (ab)

	Mbama and Ezepue (2018)
	SD
	
	
	Anonymous (2021b)
	BSC (ab)

	Mecredy et al. (2018)
	BSC (ab)
	
	
	Anonymous (2021c)
	BSC (ab)

	Triyeh (2018)
	SD
	
	
	Anonymous (2021d)
	BSC (ab)

	Witjes et al. (2018)
	BSC (kw)
	
	
	Anonymous (2021e)
	BSC (ab)

	Batra (2019)
	BSC (t ab)
	
	
	Anonymous (2021f)
	BSC (ab)

	Bendle et al. (2019)
	BSC (t ab kw)
	
	
	Bannerman (2021)
	BSC (ab)

	Chant and Potter (2019)
	SD
	
	
	Juchnowski (2021)
	BSC (ab)

	Courtot et al. (2019)
	SD
	
	
	Picoult (2021)
	BSC (ab)

	Day et al. (2019)
	BSC (ab)
	
	
	Small (2021)
	BSC (t)

	Fisher and Kordupleski (2019)
	BSC (kw)
	
	
	Uram (2021)
	BSC (ab)

	Gill et al. (2019)
	SD
	
	
	Anonymous (2022a)
	BSC (t)

	Jabalera et al. (2019)
	BSC (ab)
	
	
	Anonymous (2022b)
	BSC (ab)

	Kravtsov (2019)
	BSC (ab)
	
	
	Broderick (2022)
	BSC (ab)

	Lee et al. (2019)
	SD
	
	
	Ellis (2022)
	BSC (ab)

	Sieja et al. (2019)
	SD
	
	
	Gerald (2022)
	BSC (ab)

	Borsci et al. (2020)	
	BSC (ab)
	
	
	Gumbrecht (2022)
	BSC (ab)

	Dulewski and Jonek-Kowalska (2020)
	BSC (ab)
	
	
	ICICI (2022)
	BSC (ab)

	Imhof and Klaus (2020)
	BSC (ab kw)
	
	
	Klie (2022)
	BSC (ab)

	Hickman (2020)
	SD
	
	
	Reichheld (2022)
	BSC (ab)

	JJ et al. (2020)
	BSC (ab)
	
	
	Rintupatnaik (2022)
	BSC (ab)

	Jung et al. (2020)
	BSC (ab kw)
	
	
	
	BSC (ab)

	Lewis and Mehmet (2020)
	BSC (ab kw)
	
	
	
	

	May et al. (2020)
	SD
	
	
	
	

	Nematchoua et al. (2020)
	BSC (kw)
	
	
	
	

	Patti et al. (2020)
	BSC (ab)
	
	
	
	

	Rotileanu (2020)
	BSC (ab kw)
	
	
	
	

	Saroha and Diwan (2020)
	SD
	
	
	
	

	Vélez et al. (2020)
	SD, BSC (ab kw)
	
	
	
	

	Aguinis and Burgi-Tian (2021)
	SD
	
	
	
	

	Cuvillier et al. (2021)
	BSC (t ab kw)
	
	
	
	

	Kara et al. (2021)
	SD
	
	
	
	

	Kaur et al. (2021)
	SD
	
	
	
	

	Lynskey et al. (2021)
	BSC (ab)
	
	
	
	

	Madzik and Shahin (2021)
	BSC (ab)
	
	
	
	

	Sahoo and Roy (2021)
	BSC (ab)
	
	
	
	

	Sirigupp and Nair (2021)
	BSC (ab)
	
	
	
	

	Zhao et al. (2021)
	SD
	
	
	
	

	Arce et al. (2022)
	BSC (t ab kw)
	
	
	
	

	Baehre et al. (2022a)
	SD, BSC (t ab)
	
	
	
	

	Baehre et al. (2022b)
	BSC (ab)
	
	
	
	

	Bridges et al. (2022)
	BSC (ab)
	
	
	
	

	Destrinanda et al. (2022)
	BSC (kw)
	
	
	
	

	Gallardo-Garcia et al. (2022)
	BSC (t kw)
	
	
	
	

	Gerber (2022)
	SD
	
	
	
	

	Gloor et al. (2022)
	BSC (t kw)
	
	
	
	

	Jahnert and Schmeiser (2022)
	BSC (ab kw)
	
	
	
	

	Kato et al. (2022)
	SD
	
	
	
	

	Lange et al. (2022)
	BSC (ab)
	
	
	
	

	Lappeman et al. (2022)
	BSC (t ab kw)
	
	
	
	

	Ma (2022)
	SD
	
	
	
	

	Mergelsberg et al. (2022)
	SD
	
	
	
	

	Spinnewijn et al. (2022)
	BSC (t kw)
	
	
	
	

	Tatsuya Kimura (2022)
	BSC (kw)
	
	
	
	

	Yanni Ping and Buoye (2022)
	
	
	
	
	





https://doi.org/10.17028/rd.lboro.24552223 © the authors, CC-BY NC ND 4.0



References
Acquaro M (2017) Customer engagement: Transforming the business in the age of the client. Journal of Digital Banking 2(2): 156–162.
Adams G (2021) More2life tops table in Air Group equity release lender report. Mortgage Strategy (Online Edition): 2.
Aguinis H and Burgi-Tian J (2021) Measuring performance during crises and beyond: The Performance Promoter Score. Business Horizons 64(1): 149–160.
Alcántara A-M (2019) “Smoooth” Fintech Rebrand. Adweek 60(17): 7.
Anonymous (2006) Do the math. Marketing Research 18(1): 5.
Anonymous (2008a) The Net Promoter Score AGAINST. (2008). Brand Strategy 223: 29.
Anonymous (2008b) Tektronix finds surprising results from Net Promoter Scores. B-to-B 93(8): 14.
Anonymous (2016) Understanding “Net Promoter Scores” - Customer Loyalty Is Tied to CX. (2016). Vision Monday 30(4): 28.
Anonymous (2019a) Oppo, OnePlus Users Are Most Satisfied In India; 42% Indians Own More Than 1 Smartphone! (cover story). FRPT- Telecom Snapshot September: 1.
Anonymous (2019b) Scoring Great Ratings. Travel Trade Gazette UK & Ireland 3238: 51-52.
Anonymous (2019c) Holt’s Tips on Creating an Nps Survey. (2019). Travel Trade Gazette UK & Ireland 3238, 52.
Anonymous (2019d) Marketing Week Explores: The trouble with Pornhub and the value of NPS: In the latest edition of the Marketing Week Explores podcast, we discuss the brand reputational woes for Unilever following Dollar Shave Club’s appearance on pornography site Pornhub and debate the true value of NPS. (2019). Marketing Week (Online Edition): 1.
Anonymous (2019e) Knowing your data to improve customer experience and wine sales. (2019). Australian & New Zealand Grapegrower & Winemaker 670: 81.
Anonymous (2019f) A new way to rate customer satisfaction - and improve it. (2019). Grocer, 51.
Anonymous (2021a) Six vectors of success in online fashion. McKinsey Insights P. N.
Anonymous (2021b) Advice for insurers contracting with mental health startups. Modern Healthcare 51(20): 26.
Anonymous (2021c) A battle plan for telcos’ digital-attacker brands. McKinsey Insights P. N.
Anonymous (2021d) Three Ways to Measure Your Volunteer Program’s Impact. Volunteer Management Report, 26(3): 2.
Anonymous (2021e) A Simple Strategy for Customer-First Success. CRM Magazine 25(3): WP4.
Anonymous (2021f) Foodservice Caterer Award. (2021). Caterer 207(5189): 79.
Anonymous (2022a) Study Shows Ag’s Super Brands. Agri Marketing 60(2): 19–21.
Anonymous (2022b) Nar received a prestigious international award. Azerbaijan Monthly ICT Monitoring 1.
Anselmsson J and Bondesson N (2015) Brand value chain in practise; the relationship between mindset and market performance metrics: A study of the Swedish market for FMCG. Journal of Retailing and Consumer Services 25: 58-70.
Arce E, Suárez-García A, López-Vázquez JA and Fernández-Ibáñez MI (2022) Design Sprint: Enhancing STEAM and engineering education through agile prototyping and testing ideas. Thinking Skills and Creativity 44: 101039.
Baehre S, O’Dwyer M, O’Malley L and Lee N (2022a) The use of Net Promoter Score (NPS) to predict sales growth: insights from an empirical investigation. Journal of the Academy of Marketing Science 50(1): 67–84.
Baehre S, O’Dwyer M, O’Malley L and Story VM (2022b) Customer mindset metrics: A systematic evaluation of the net promoter score (NPS) vs. alternative calculation methods. Journal of Business Research 149: 353–362. 
Bannerman N (2021) Macquarie Telecom inks A$34m 5G deal with Optus. Capacity Magazine, P. N.
Baratta-Ziska F, Oledzka M, Eannucci, EF and Slevin C (2021) Patient satisfaction utilizing telehealth for pediatric physical and occupational therapy during COVID-19. Archives of Physical Medicine and Rehabilitation 102(10): e107.
Barfoot PLC, Steiner SH and Makay RJ (2017) Bias/Variance Trade-Off in Estimates of a Process Parameter Based on Temporal Data. Journal of Quality Technology 49(4): 301–319.
Barnum CN (2021) Preparing for usability testing, Editor(s): Carol M. Barnum, Usability Testing Essentials (Second Edition), Morgan Kaufmann 97-248.
Batra MM (2017) Human Sigma: What, why and why not. Journal of Organizational Psychology 17(3): 40-51.
Batra MM (2019) Customer Experience: Trends, Challenges, and Managerial Issues. Journal of Competitiveness Studies 27(2): 138–151.
Baxter S (2012) Has Your Net Promoter Score System Reached Its Limit? Franchising World 44(8): 58–59.
Bendle NT, Bagga CK and Nastasoiu A (2019) Forging a stronger academic-practitioner partnership – The case of Net Promoter Score (NPS). Journal of Marketing Theory and Practice 27(2): 210-226.
Beresford L and Norwood T (2021) Prompt Access, Outreach and Engagement: Key Drivers of Clinically Meaningful Outcomes and Satisfaction with Digital Physical Therapy. Archives of Physical Medicine and Rehabilitation 102(10): e91.
Biesok G and Wyród-Wróbel J (2019) Evaluation of Customer Loyalty and Satisfaction -- the Matrix Approach. Marketing Identity 1: 422–438.
Bocris I and Mahieux S (2017) Customer experience in an increasingly digital world. Journal of Digital Banking 1(4): 309–320.
Borsci S, Buckle P and Walne S (2020) Is the LITE version of the usability metric for user experience (UMUX-LITE) a reliable tool to support rapid assessment of new healthcare technology?. Applied ergonomics 84: 103007.
Bradner E (2013) Net promoter scores and the value of a good user experience, in Measuring the User Experience (Second Edition), Tullis, T., and Albert, B. (eds): 237-277.
Bridges AM, Elkins B, Gross K, and da Silva B (2022) Closing the experience gap in banking: Humanising customer experience in four dimensions. Journal of Digital Banking 7(2):142-157.
Britt P (2020) Dynamic Customer Engagement Is a Business Imperative: Companies increase metrics with proactive customer service outreach. CRM Magazine 24(9): 12.
Broderick T (2022) New metric aimed at capturing grad enthusiasm. Modern Healthcare 52(21): 53.
Byrne JA (2015) How Jack Welch is reinventing the MBA. Fortune.com (December) p. N.
Chakrapani C (2011a) From the Editor. Marketing Research 23(2): 2.
Chakrapani C (2011b) From the Editor. Marketing Research 23(1): 2.
Chant D and Potter M (2019) Validating black box neural networks. International Journal of Market Research 61(3): 338-344.
Colvin G (2020) The Simple Metric That’s Taking Over Big Business. Fortune 181(6): 112–118.
Courtot L, Ferre F, Reina N, Marot V, Chiron P, Berard E and Cavaignac E (2019) Patient participation during anterior cruciate ligament reconstruction improves comprehension, satisfaction, and functional outcomes: a simple way to improve our practices. Orthopaedic Journal of Sports Medicine 7(4): 2325967119841089.
Creamer M (2006) Do you know your score? (cover story). Advertising Age 77(27): 1–24.
Crook C (2006) Net promoter score detractor. BRW 28(47): 20.
Cuvillier M, Léger PM and Sénécal S (2021) Quantity over quality: Do single-item scales reflect what users truly experienced?. Computers in Human Behavior Reports 4: 100097.
Day FC, Pourhomayoun M, Keeves D, Lees AF, Sarrafzadeh M, Bell D and Pfeffer MA (2019) Feasibility study of an EHR-integrated mobile shared decision making application. International Journal of Medical Informatics 124: 24-30.
De Haan E, Verhoef PC and Wiesel T (2015) The predictive ability of different customer feedback metrics for retention. International Journal of Research in Marketing 32(2): 195-206.
Denning S (2011) The essential metric of customer capitalism is customer outcomes. Strategy & Leadership 39(4):12-18. 
Denning S (2012) The battle to counter disruptive competition: continuous innovation vs “good” management. Strategy & Leadership 40(4): 4–11.
Deshmukh A and Karandikar A (2007) The net-promoter score movement. Brand Strategy  (April): 40-41.
Destrinanda R, Kartika L and Mansor ZD (2022) An Explanatory Study of Green Behavior University Students in Upm and Ipb University. Journal of Application Business & Management / Jurnal Aplikasi Bisnis Dan Manajemen 8(3): 724–737.
Dixon M (2018) Reinventing Customer Service. Harvard Business Review 96(6): 82–90.
Dixon M, Freeman K and Toman N (2010) STOP Trying to Delight Your Customers. Harvard Business Review 88(7/8): 116–122.
Duarte GDC, de Paula EV, Aranha, FJ, Oliveira GB, Vigorito AC, De Souza CA and Marques JF (2012) The Utilization of NET Promoter System As a Blood Supply Management Strategy. Blood 120(21): 4378.
Dulewski M and Jonek-Kowalska I (2020) Use of Customer Satisfaction Survey in Analytical Marketing of a Research Institute. Scientific Papers of Silesian University of Technology. Organization & Management / Zeszyty Naukowe Politechniki Slaskiej. Seria Organizacji i Zarzadzanie 145: 89–100.
Duncombe J (2020) Accord Mortgages - adapting to the changing world. Mortgage Finance Gazette 151(1847): 31–33.
Dvořáková L and Faltejsková O (2016) Development of corporate performance management in the context of customer satisfaction measurement. Procedia-Social and Behavioral Sciences 230: 335-342.
East R, Romaniuk J and Lomax W (2011) The NPS and the ACSI: A critique and an alternative metric. International Journal of Market Research 53(3): 327-346.
Eger L and Mičík M (2017) Customer-oriented communication in retail and Net Promoter Score. Journal of Retailing and Consumer Services 35: 142-149.
Ellis RK (2022) Game over for Basic E-Learning. TD: Talent Development, 76(11), 10.
Farooqi R and Rehmaan A (2010) A comparison of loyalty programs of two lifestyle retail stores using the net-promoter score method. Pranjana: The Journal of Management Awareness 13(2): 38-46.
Febrero B, Balaguer A, López-Picazo JJ, Vidal-Abarca I and Rodríguez JM (2022) Evaluation of the telematic consultation in endocrine surgery during confinement due to COVID-19. Journal of Healthcare Quality Research 37(5): 299-302.
Feehan M, Ilangakoon C and Mesure P (2009) Keeping Score. Marketing Research, 21(4), 6–10.
Fisher A (2015) How to wreck your employer’s reputation in one easy step. Fortune, P. N.
Fisher NI and Kordupleski RE (2019) Good and bad market research: A critical review of Net Promoter Score. Applied Stochastic Models in Business & Industry 35(1): 138–151.
Florea NV, Tănăsescu DA and Duică A (2018) Enabling Customer-Centricity and Relationship Management using Net Promoter Score. Valahian Journal of Economic Studies 9(2) 115–126.
Følstad A and Kvale K (2018) Applying transactional NPS for customer journey insight: Case experiences and lessons learned. Services Marketing Quarterly 39(3): 208-224.
Frankel D (2017). Comcast claims “double digit” improvement in Net Promoter Score. Fierce Cable (November: 1).
Fromme E, Margo J, Thacker A, Lowery K, Mendoza K and Roessner J (2022) Testing the What Matters Workbook Among Diverse Patients and Caregivers (RP323). Journal of Pain and Symptom Management 63(6): 1080-1081.
Funke A, Spittel S, Kettemann D, Maier A, Münch C and Meyer T (2018) P40. Delta-9-Tetrahydrocannabinol-cannabidiol (THC/CBD) oromucosal spray for the treatment of spasticity in ALS–Assessment of patient reported outcomes. Clinical Neurophysiology 129(8): e83.
Gallardo-Garcia J, Pagán-Castaño E, Sánchez-Garcia J and Guijarro-García M (2022) Bibliometric analysis of the customer experience literature. Economic Research-Ekonomska Istrazivanja 1–23.
Ganapathy V (2018) Turbocharging Growth of Insurance Business through Service Excellence: Going Beyond what Regulation Demands. Journal of the Insurance Institute of India 5(3): 3–10.
Garrity J (2010) Drive Customer Loyalty with Net Promoter Score. ABA Bank Marketing 42(9): 30–33.
Gaynor K (2019) There’s a 90% Chance You’re About to Get a Song Stuck in Your Head. Credit Union Times 30(15): 1–3.
Gerald B (2022) Top Marketing Agency Metrics To Measure: Part I: 5 metrics, their importance and how to calculate them. HMC Sales, Marketing & Alliances Excellence 21(12): 14–17.
Gerber I (2022) Net searcher sentiment: A web-search based replacement for net promoter score. Applied Marketing Analytics 8(2): 167–174.
Gill L, McCarthy V and Grimmett D (2019) Voice of the Customer: Creating Client Centered Cultures in Accounting Firms for Retaining Clients and Increasing Profitability. Journal of Accounting, Business & Management 26(2): 46–58.
Ghosh M (2016) ’Text’-Mining Customer’s View Point and Perceived Value About Brand. International Journal of Business Analytics & Intelligence (IJBAI) 4(1): 1–4.
Gloor PA, Zylka MP, Colladon AF and Makai M (2022) ‘Entanglement’–A new dynamic metric to measure team flow. Social Networks 70: 100-111.
Goldman N (2009) The Real Value Behind Net Promoter Score: Action Items It Uncovers. Credit Union Journal 13(2): 7.
Grisaffe DB (2007) Questions about the ultimate question: Conceptual considerations in evaluating Reichheld’s Net Promoter Score (NPS). Journal of Consumer Satisfaction, Dissatisfaction, and Complaining Behavior 20: 36–53.
Gumbrecht RD (2022) SFNet Offers Full Calendar of Events and Content. Secured Lender 78(2): 1.
Hammett E (2020) M&S invests in NPS capabilities to better measure customer experience: M&S’s NPS scores are up across the business so it makes sense that it would want to make these capabilities more robust and more visible to shareholders. Marketing Week (Online Edition): 1.
Hanson R (2011) Life after NPS. Marketing Research (Summer): 8-11.
Hartley A (2020) Advisors Exceed Expectations: A new study says that insurance agents who service affluent clients often outpace today’s tough consumer demands. NU Property & Casualty: 34–35.
Hickman TM (2020) The Week in Review: The Impact of a Current Events Assignment on Students’ Interest in Marketing. Business Education Innovation Journal 12(1): 63–67.
Hinnenberg M and Löfstedt N (2017) Opening the Black Box of a competitive customer experience strategy. Journal of Digital Banking 1(4): 321-328.
Hoof I, Woisetschläger DM and Backhaus C (2012) Determinants and consequences of the Net Promoter Score: A dynamic approach. AMA Winter Educators’ Conference Proceedings 23: 379-380.
Hutchinson C (2015) How Net Promoter Score can help improve staff training. Hotel Management, 230(4): 14.
ICICI Bank’s Pockets leads the wallet race (2022). FRPT- Finance Snapshot: 17.
Imhof G and Klaus P (2020) The dawn of traditional CX metrics? Examining satisfaction, EXQ, and WAR. International Journal of Market Research 62(6): 673–688.
Jabalera M, Pons M, Gómez E and Del Castillo M (2019) Towards excellence in hospital management. A description of strategical management model. Journal of Healthcare Quality Research 34(3): 148-153.
Jahnert JR and Schmeiser H (2022) The relationship between net promoter score and insurers’ profitability: an empirical analysis at the customer level. Geneva Papers on Risk & Insurance - Issues & Practice 47(4): 944–972.
Jang J, Kim S, Lee Y and Kim J (2013) The effects of relationship benefit on relationship quality and store loyalty from convergence environments-NPS analysis and moderating effects. Electronic Commerce Research 13(3): 291–315.
López-Picazo Ferrer JJ, Gutiérrez V-A, Fernández B and Ibáñez L (2020) Influence of the covid-19 pandemic period of alert on perceived quality of hospital emergencies. Journal of Healthcare Quality Research 36(1): 19-26.
Johnson K (2012) What’s your Net Promoter Score? Senior Market Advisor: 34.
Jouve O, Martin E and Guerin MC (2012) Case Study: Sentiment-Based Text Analytics to Better Predict Customer Satisfaction and Net Promoter® Score Using IBM® SPSS® Modeler. In Practical Text Mining and Statistical Analysis for Non-structured Text Data Applications (pp. 509-532). Academic Press.
Juchnowski S (2021) Value in Knowing Your Stuff. Shooting Industry 66(10): 26–27.
Jung J, Bapna R, Golden JM and Sun T (2020) Words Matter! Toward a Prosocial Call-to-Action for Online Referral: Evidence from Two Field Experiments. Information Systems Research 31(1) 16–36.
Kara A, Mintu-Wimsatt A and Spillan JE (2021) An application of the net promoter score in higher education. Journal of Marketing for Higher Education: 1–24.
Kato T, Takenaka N, Ito R and Nishiguchi K (2022) Selection versus scale: Loyalty indices for brand management. Journal of Marketing Analytics: 1–18.
Kaur G, Patel N, Gopalakrishna G and Deol B (2021) A Hybrid Model of Outpatient Memory Care in the COVID Era. The American Journal of Geriatric Psychiatry 29(4): S129-S130.
Keiningham TL, Aksoy L, Cooil B, Andreassen TW and Williams L (2008) A holistic examination of Net Promoter. Journal of Database Marketing & Customer Strategy Management 15(2): 79–90.
Keiningham TL, Cooil B, Andreassen TW and Aksoy L (2007) A longitudinal examination of net promoter and firm revenue growth. Journal of Marketing 71(3): 39–51.
Kimura T (2022) New Customer Satisfaction Index for the Japanese Market: From Net Promoter Score to Promoter Score Japan. Journal of Management & Marketing Review (JMMR) 7(3): 129–137.
King P (2018) Use metrics to help improve customer service. Wyoming Business Report 19(5): 3–16.
Kinney WC (2005) A Simple and Valuable Approach for Measuring Customer Satisfaction, Otolaryngology - Head and Neck Surgery 133(2): 169-172.
Klaus P and Maklan S (2013) Towards a better measure of customer experience. International Journal of Market Research 55(2): 227-246.
Klie L (2022) CRM’s Storied Past. CRM Magazine 26(3): 26–29.
Korneta P (2018) Net promoter score, growth, and profitability of transportation companies. International Journal of Management and Economics 54(2): 136-148.
Kravtsov SS (2019) Operations Management of Tourism Enterprises Based on the Concept of Experience Economy. Problems of Economy 37(3): 116–122.
Kristensen K and Eskildsen J (2014) Is the NPS a trustworthy performance measure? The TQM Journal 26(2): 202-214.
Krol MW, de Boer D, Delnoij DM and Rademakers JJ (2015) The Net Promoter Score–an asset to patient experience surveys? Health Expectations 18(6): 3099-3109.
Laitinen MA (2018) Net Promoter Score as Indicator of Library Customers’ Perception. Journal of Library Administration, 58(4): 394–406.
Lange R, Houran J and Moran Y (2022) Assessing Consumer Enchantment to Guide Product Improvement: The Example of Historic Porto's ‘Magic Train’. Procedia Computer Science 204: 456-462.
Lappeman J, Meyer S and Miguel D (2022) Exploring Online Sentiment (OS) As a Measure of Customer Experience (CX) for Telecommunication Services. Services Marketing Quarterly 43(3): 257–276.
Lee J, Lee J and Feick L (2001) The impact of switching costs on the customer satisfaction‐loyalty link: mobile phone service in France. Journal of Services Marketing 15(4): 35-48.
Lewis C (2019) NPS is where customer insight starts, it’s not your ultimate goal. Marketing Week (Online Edition): 1.
Lewis C and Mehmet M (2020) Does the NPS ® reflect consumer sentiment? A qualitative examination of the NPS using a sentiment analysis approach. International Journal of Market Research 62(1): 9–17.
Lynskey SJ, Ling F, Greenberg AM, Penny-Dimri JC and Sutherland AG (2021) The influence of patient resilience and health status on satisfaction after total hip and knee arthroplasty. The Surgeon 19(1): 8-14.
Ma CN (2022) Online Shopping Experience vis-à-vis Net Promoter Scores. The International Journal of Interdisciplinary Organizational Studies 17(2): 67.
Maddox K (2007) Research spurs debate over Net Promoter Score. B-to-B 92(11): 3-33.
Madzík P and Shahin A (2021) Customer categorization using a three-dimensional loyalty matrix analogous to FMEA. International Journal of Quality & Reliability Management 38(8): 1833–1857.
Maempel JF, Ting JZ and Gaston P (2018) Assessing the outcome of hip arthroscopy for labral tears in femoroacetabular impingement using the minimum dataset of the British Non-arthroplasty Hip Register: a single-surgeon experience. Arthroscopy: The Journal of Arthroscopic & Related Surgery 34(7): 2131-2139.
Martin RL (2011) The innovation catalysts. Harvard Business Review 89(6): 82-87.
May UT, Chretien UT, Jones UCB and Hanssens UDM (2020) Beyond CSAT — building brands with integrated insights to drive results. Journal of Brand Strategy 8(4): 330–339.
McKnight OT, Paugh R, Frey K and Song C (2019) Enhancing return on marketing investment: the net-promoter score in higher education. Marketing Management Association Annual Conference Proceedings Spring: 21-5.
Mecredy P, Wright MJ and Feetham P (2018) Are promoters valuable customers? An application of the net promoter scale to predict future customer spend. Australasian Marketing Journal 26(1): 3-9.
Merrick B (2009) Net Promoter Score sparks creative ways to improve member loyalty. Credit Union Magazine 75(5): 28-31.
Morgan NA, Rego LL, Kristensen K and Westlund A (2004) The one number you need to grow. Harvard Business Review 82(4): 134-137.
Naruetharadhol P and Ketkaew C (2017) Managing Claims from Catastrophic Events: An Empirical Study of Claim Management Process Practice and Its Assessment. Change Management: An International Journal 17(4): 13–26.
Nematchoua M, Deuse C, Cools M and Reiter S (2020) Evaluation of the potential of classic and electric bicycle commuting as an impetus for the transition towards environmentally sustainable cities: A case study of the university campuses in Liege, Belgium. Renewable and Sustainable Energy Reviews 119: 109544.
Mergelsberg EL, Olson JL, Moore S, Jensen JF, Seivwright H, Norman R and Watson NA (2022) Providing evidence from practice: Evaluating 4.5 years of implementing diabetes education support program in carbohydrate management. Patient Education and Counseling 105(7): 2225-2233.
Newton J (2019) Unhappy clients are hurting your business. ABA Journal, 105(5), P. N.
Notte J (2020) Executive Travel acted quickly to ensure stability during Covid crisis. Travel Weekly 79(25): 29.
Ouimette G (2019) High Score. Best’s Review 120(11): 16–17.
Outstanding Training Initiatives (2019) Training 56(5): 40–43.
Ozimek J (2008) Editorial. Journal of Database Marketing & Customer Strategy Management 15(2): 65–67.
Paredes D (2018) Tauranga City Council pioneers Net Promoter Score in local government. CIO: 1.
Parsons R (2019) How Direct Line is proving the link between customer and commercial: Direct Line is linking customer outcomes with commercial uplift, finding a brand purpose in “peace of mind” and switching almost exclusively to brand building for its recent Churchill campaign. Marketing Week (Online Edition): 1.
Patti CH, van Dessel MM and Hartley SW (2020) Reimagining customer service through journey mapping and measurement. European Journal of Marketing 54(10): 2387–2417.
Pflughoeft K and Alberg S (2020) Determining Predictive Importance for Gasoline Station Sales Using Augmented Mystery Shop Data. Marketing Management Association Educators’ Conference Proceedings: 17–23.
Picoult J (2021) What’s your Personal Net Promoter Score? Fortune: P. N.
Pingitore G, Morgan NA, Rego LL, Gigliotti A and Meyers J (2007) The single question trap. Marketing Research 19(2): 8–13.
Pollák F and Dorčák P (2016) Selected E-Commerce Entities for Cooperation. FAIMA Business & Management Journal 4(4): 49–58.
Raassens N and Haans H (2017) NPS and online WOM: Investigating the relationship between customers’ promoter scores and eWOM behavior. Journal of Service Research 20(3): 322-334.
Ranaweera C and Jayawardhena C (2014) Talk up or criticize? Customer responses to WOM about competitors during social interactions. Journal of Business Research 67(12): 2645-2656.
Reichheld FF (2003) The one number you need to grow. Harvard Business Review 81(12): 46–55.
Reichheld FF (2004) The one number you need to grow (Letter to the Editor). Harvard Business Review 82: 133.
Reichheld FF (2006). The microeconomics of customer relationships. MIT Sloan Management Review 47(2): 73-78.
Reichheld F, Darnell D, Burns M, Kulpa M and Kulpa S (2021) Net Promoter 3.0. Harvard Business Review 99(6): 80–89.
Reichheld F (2022) The Power of Love. Inc 44(1): 16.
Rintupatnaik (2022) Segment-of-one personalization Part 2: USAA, RBC prevail. Daily Fintech: 1.
Robuck M (2019) HPE to offer entire portfolio “as a service” by 2022. Fierce Telecom: P. N.
Rogers C (2019a) How Benefit used NPS to build the business case for brow tints. Marketing Week (Online Edition): 1.
Rogers C (2019b) NPS is being misused, says measurement’s founder. Marketing Week (Online Edition): 1.
Rogers C (2019c) Is NPS a true measure of customer sentiment? Marketing Week (Online Edition): 1.
Rogers C (2019d) Just 10% of brands in the UK excel at customer experience: The tech industry leads the way in customer satisfaction, while the logistics, energy and water sectors lag far behind, according to new research from the company behind NPS shared exclusively with Marketing Week. Marketing Week (Online Edition): 1.
Rosenow F, Baier H, Bien CG, Bösebeck F, Dümpelmann M, Hamer HM, ... and Willems L M (2022) P 67 Satisfaction with and reliability of in-hospital video-electroencephalography monitoring systems in epilepsy diagnosis among German epilepsy centers. Clinical Neurophysiology 137: e53.
Rotileanu A (2020) The Customer’s Path Impact in Customer Satisfaction. Business Management Dynamics 9(8): 27–34.
Rust RT (2007) Weighing in on Net Promoter. Advertising Age 78(36): 26.
Safdar K and Pacheco I (2019, May 16) The Dubious Management Fad Sweeping Corporate America. Wall Street Journal (Online): 1.
Sahoo D and Roy P (2021) Social Commerce Preferences in Emerging Economy: An Analysis Using Multidimensional Scaling. IUP Journal of Marketing Management 20(4): 245–264.
Samson A (2006) Understanding the buzz that matters: negative vs positive word of mouth. International Journal of Market Research 48(6): 647-657.
Saroha R and Diwan SP (2020) Development of an empirical framework of customer loyalty in the mobile telecommunications sector. Journal of Strategic Marketing 28(8): 659–680.
Schmidt-Subramanian M (2019) Is Net Promoter Score Right for You? Loyalty and CX are not the same thing. CRM Magazine 23(9): 33.
Schulman K and Sargeant A (2013) Measuring donor loyalty: Key reasons why Net 
Promoter Score (NPS) is not the way. International Journal of Nonprofit and Voluntary
Sector Marketing 18(1): 1-6.
Shapiro R, Watson CN, Fosmire H, Buchanan B, Borders P, Slack R and Silver D (2022) An Evidence-Based Industry-Standard Departmental Quality Improvement Project to Improve Customer Service–the Net Promoter Score. International Journal of Radiation Oncology, Biology, Physics 114(3): e346.
Sieja A, Markley K, Pell J, Gonzalez C, Redig B, Kneeland P and Lin CT (2019, May) Optimization sprints: improving clinician satisfaction and teamwork by rapidly reducing electronic health record burden. In Mayo Clinic Proceedings 94(5): 793-802.
Sirigupp D and Nair J (2021) TATA AIA Life Leverages Digital Technologies to Create a Superior Customer Experience. IUP Journal of Marketing Management 20(4): 400–411.
Small C (2021) The Upside to Poor Feedback. NU Property & Casualty: 34–35.
Spinnewijn L, Bolte AC, Braat DD, Scheele F and Aarts JW (2022) Structurally collecting patient feedback on trainee skills: A pilot study in Obstetrics and Gynaecology. Patient Education and Counseling 105(5): 1276-1282.
Sprinks J (2011) Commercial lessons on how to measure patient experience. Nursing Management - UK 17(10): 6–7.
Stahlkopf C (2019) Where Net Promoter Score Goes Wrong. Harvard Business Review (Digital Articles): 2–6.
Steward G (2011) Use Net Promoter Score not just for business but or personal purposes too. Grocer 234(7995): 61.
Teixeira TS and Mendes R (2019) How to improve your company’s Net Promoter Score. Harvard Business Review (Digital Articles, October): 2-5.
Triyeh N (2018) The Importance of Customer Focus in Project Management. PM World Journal 7(10): 1–12.
Tullis T and Albert B (2013) Chapter 10 - Case Studies, Editor(s): Tom Tullis, Bill Albert, In Interactive Technologies, Measuring the User Experience (Second Edition), Morgan Kaufmann: 237-277.
Uram L (2021) Is Appreciation the Key to a Higher Net Promoter Score? Credit Union Times 32(6): 8.
Van Doorn J, Leeflang PS and Tijs M (2013) Satisfaction as a predictor of future performance: A replication. International Journal of Research in Marketing 30(3): 314-318.
Vélez D, Ayuso A, Perales-González C and Rodríguez JT (2020) Churn and Net Promoter Score forecasting for business decision-making through a new stepwise regression methodology. Knowledge-Based Systems 196: 105762.
Viswanathan V, Block MR, Blood A, Breiter H, Calder B, Raman K and Schultz DE (2013) Who is driving your NPS? International Journal of Integrated Marketing Communications 5(2): 23-32.
Vizard S (2020) Tesco’s new CEO: I’m not a marketer by profession but I’m a marketer at heart: New boss Ken Murphy, who joined the retailer just six days ago, says he sees the Tesco brand as “central” to its strategy going forward. Marketing Week (Online Edition): 1.
Voorhees CM, Johnson RW and Bhattacharya A (2022) Unpacking the Net Promoter Score: New Insights Into How and When NPS Drives Firm Performance. AMA Winter Academic Conference Proceedings 33: 631.
Witjes S, Wanlin S, Litchfield R, van Geenen RC, Kerkhoffs GM and Getgood A (2018) Realignment osteotomy of the knee allows for return to work and sport activities in the young athletic population. Journal of ISAKOS 3(4): 213-219.
Wylie M (2019) What’s your day? NZ Business + Management 33(8): 40.
Yanni Ping and Buoye A (2022) The Moderating Impact of COVID-19 Attitudes on Customer Brand Engagement and Loyalty. Review of Business 42(1): 1–18.
Zaki M, Kandeil D, Neely A and McColl-Kennedy JR (2016) The fallacy of the Net Promoter Score: Customer loyalty predictive model. Cambridge Service Alliance Working Paper, October.
Zhao G, Liu S, Zhu W-J and Qi Y-H (2021) A Lightweight Mobile Outdoor Augmented Reality Method Using Deep Learning and Knowledge Modeling for Scene Perception to Improve Learning Experience. International Journal of Human-Computer Interaction 37(9): 884–901.
