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Activity: Create Your Own Activity: Create Your Own 
Seeding TrialSeeding Trial

•• I invented a special spoon for I invented a special spoon for 
French onion soup.French onion soup.

•• I come to your group asking I come to your group asking 
you to market this for me and I you to market this for me and I 
specifically want to run a specifically want to run a 
seeding trial.seeding trial.

•• Run through Run through MarsdenMarsden’’ss 1010--
point checklist in creating an point checklist in creating an 
organized program (pp. 16organized program (pp. 16--19)19)
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OverviewOverview

•• Six Tenets of Cultivating Six Tenets of Cultivating 
Loyalty & AdvocacyLoyalty & Advocacy

•• Net Promoter Score as Net Promoter Score as 
Organizational DisciplineOrganizational Discipline
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Manifesto of Customer EvangelismManifesto of Customer Evangelism

•• Diatribe against existing Diatribe against existing 
marketing marketing ““as we know itas we know it””

•• Loyalty is more than repeat Loyalty is more than repeat 
customers, but also customers, but also 
advocacyadvocacy

•• Key takeKey take--away: Focus on away: Focus on 
building a building a ““loyal following of loyal following of 
passionate consumerspassionate consumers””
who will evangelize on your who will evangelize on your 
behalfbehalf
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Six Tenets of Customer EvangelismSix Tenets of Customer Evangelism

1.1. Customer plusCustomer plus--deltadelta
2.2. NapsterizeNapsterize your your 

knowledgeknowledge
3.3. Build the buzzBuild the buzz
4.4. Create communityCreate community
5.5. Make biteMake bite--size chunkssize chunks
6.6. Create a causeCreate a cause
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The New Mavericks of MarketingThe New Mavericks of Marketing

•• WhatWhat’’s the case about?s the case about?
•• How is each tenet  of How is each tenet  of 

customer evangelism customer evangelism 
addressed?addressed?
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Net Promoter ScoreNet Promoter Score
•• How likely is it that you How likely is it that you 

would recommend would recommend 
[company X] to a friend or [company X] to a friend or 
colleague?colleague?

©© Fred ReichheldFred Reichheld’’s, Bain & Company, and s, Bain & Company, and SatmetrixSatmetrix

December 2003
Harvard 
Business
Review
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NPS Correlated withNPS Correlated with
Revenue Growth (PCs)Revenue Growth (PCs)

©© Fred ReichheldFred Reichheld’’s, Bain & Company, and s, Bain & Company, and SatmetrixSatmetrix
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NPS Correlated withNPS Correlated with
Revenue Growth (Airlines)Revenue Growth (Airlines)

© Fred Reicheld, Harvard Business Review.
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NPS NPS ““StarsStars”” (Selected)(Selected)

© Fred Reicheld.
One Number You Need To Grow
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Is NPS Is NPS ““The Ultimate QuestionThe Ultimate Question””??
•• Is revenue growth the only financial Is revenue growth the only financial 

indicator that matters?indicator that matters?
•• Is the number of promoters, versus Is the number of promoters, versus 

likelihood to promote, a better likelihood to promote, a better 
indicator of revenue growth?indicator of revenue growth?

•• Does NPS tell you whatDoes NPS tell you what’’s working s working 
and whatand what’’s not working?s not working?

•• How precise is NPS?How precise is NPS?
–– Both a Both a ““00”” and a and a ““66”” are counted as are counted as 

““detractorsdetractors”” –– are there any differences are there any differences 
between these two?between these two?
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Use of NPS in PreUse of NPS in Pre--Post DesignPost Design

© BzzAgent. See http://blog.bzzagent.com/?p=16
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To Learn MoreTo Learn More……

•• Visit Visit 
http://http://www.netpromoter.cowww.netpromoter.co
mm


