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he net promoter score (NPS) is a customer experience

metric devised by business researcher Fred Reichheld,

MBA, which measures how likely customers are to rec-
ommend a product or service on a scale of 0-10. His 2006
book, The Ultimate Question: Driving Good Profits and
True Growth, describes NPS as the most predictive metric
of a company’s future success. As a benchmark, NPS
scores are reported on the world’s leading brands.

A review of more than 928,000 surveys collected
through Experity Patient Engagement demonstrates the
movement in NPS for urgent care centers since 2019. Re-
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sults are reported both as an average and/or combined
into a single number between -100 and +100 representing
the “net” of “promoters” over “detractors.” Promoters are
those patients offering highly positive scores of 9 and 10.
Detractors are those offering scores of 6 or lower. Ob-
viously, a higher score is more desirable for the average
and the net.

Although there has been fluctuation correlated to pan-
demic visit volume, the average NPS score of 86 indicates
patients are still likely to recommend urgent care versus
other healthcare options. Looking at the bigger picture,
the average healthcare NPSis 58.'M
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