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Introduction  
The Government has announced that from April 2013 all providers of NHS funded 
acute services for inpatients and patients discharged from A&E will be required to 
ask patients whether they would recommend the service, using the following 
question: 

�³�+�R�Z���O�L�N�H�O�\���D�U�H���\�R�X���W�R���U�H�F�R�P�P�H�Q�G���R�X�U�����Z�D�U�G���$�	�(���G�H�S�D�U�W�P�H�Q�W�!���W�R���I�U�L�H�Q�G�V���D�Q�G��
family if they needed similar care or treatment?�´�� �Z�L�W�K�� �D�Q�V�Z�H�U�V�� �R�Q�� �D�� �V�F�D�O�H�� �R�I��
extremely likely to extremely unlikely.�  ́

categories: Promoters, Passives, and Detractors. The question�����µHow likely is it that 
you would recommend [company X] to a friend or colleague?�¶ is used to identify 
three �J�U�R�X�S�� �D�P�R�Q�J�� �D�� �F�R�P�S�D�Q�\�¶�V�� �F�X�V�W�R�P�H�U�V, and by doing so provide an easy to 
�X�Q�G�H�U�V�W�D�Q�G���P�H�D�V�X�U�H���R�I���W�K�H���F�R�P�S�D�Q�\�¶�V��performance, �W�K�U�R�X�J�K���L�W�V���µ�F�X�V�W�R�P�H�U�V�¶���H�\�H�V�¶���� 

In the standard mode the categorisation works to a �µ���� �W�R��10�¶ point rating scale, and 
customers are categorized as follows: 

 Promoters (score 9-10) are loyal enthusiasts who will keep buying and refer 
others, fueling growth; 

 Passives (score 7-8) are satisfied but unenthusiastic customers who are 
vulnerable to competitive offerings;  

 Detractors (score 0-6) are unhappy customers who can damage your brand 
and impede growth through negative word-of-mouth.  

Taking the �S�H�U�F�H�Q�W�D�J�H�� �R�I�� �D�Q�� �R�U�J�D�Q�L�V�D�W�L�R�Q�¶�V�� �F�X�V�W�R�P�H�U�V�� �Z�K�R�� �D�U�H�� �'�H�W�U�D�F�W�R�U�V�� �I�U�R�P�� �W�K�H��
percentage who are Promoters Detractors gives the NPS. 

 

How does it work?  

People who have recently experienced an episode of healthcare, i.e. having been a 
patient in a hospital, or having attended an A&E department and received treatment, 
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