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An Introduction to CAS
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CAS Customer Communications and Rules of Engagement

Introduction
The CAS (NPS) process was developed by Fred Reichheld (Bain & Company) after many years of
research. it has been rapidly increasing in adoption and currently 25% of all Fortune 2000 companies use

it as their main metric, [For more infarmation go ta www,thguftimargguggtinn.mmi.

customers who score this way, are very unlikely to recommend a company to a friend or
colleague,

*  f we make changes we can ng longer compare our scores to other companies and/or
competitors,

Communications Criteria

To ensure we spend our Fesources and money on the most important customer improvements, we must
have unbiased customer feedback. We knaw that in some cases emplayees have bean explaining the
scoring methodology to customers (e.g.. that a score of or 10is a promoter, etc.) or directly asking
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