	Response 2:  Some other resources


https://www.netpromoter.com/know/
	What Is Net Promoter?
Net Promoter Score®, or NPS®, measures customer experience and predicts business growth. This proven metric transformed the business world and now provides the core measurement for customer experience management programs the world round.
www.netpromoter.com



American Customer Satisfaction Index
https://www.theacsi.org/news-and-resources/press-releases/press-2020/press-release-national-acsi-q2-2020
	Second Quarter Figures Point to a Plunge in Customer Satisfaction American Customer Satisfaction Index
As the COVID-19 pandemic spread across the country, U.S. customer satisfaction plunged 1.7% to a score of 73.7 (out of 100) in a year-over-year comparison, its steepest decline ever according to the American Customer Satisfaction Index (ACSI). The Q2 downturn is both broad and deep, with retail (down 2.7%) and government services (down 5.4%) hit especially hard.
www.theacsi.org




https://blog.hubspot.com/service/customer-satisfaction-survey-examples
	16 Excellent Customer Satisfaction Survey Examples
Customer Satisfaction Survey Questions. If you want to obtain valuable feedback from your customers then you have to be asking them the right questions. Sharing information isn't always an easy task, and it's not the customer's job to provide your business with constructive criticism.
blog.hubspot.com



Book from 1996 'The Loyalty Effect'

https://www.bain.com/insights/books/the-loyalty-effect/
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