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I am Business Over Broadway (B.O.B.). I like to solve problems through the application of the scientific method. I use data and analytics to help make decisions that are based on fact, not hyperbole. My interests are at the intersection of customer experience, data science and machine learning. To learn more about me and what I do, click here.
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    	TCE: Total Customer Experience
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Learn how to build your business around the customer using customer-centric measurement and analytics. Available in
Kindle and
paperback. Learn more about
TCE: Total Customer Experience.


		
	

        				
    	Beyond the Ultimate Question
			[image: ]Beyond the Ultimate Question: Book includes comprehensive review of Net Promoter® Score (NPS) and presents better measures of customer loyalty and best practices of customer feedback programs.

		
	

        				
    	Measuring Customer Satisfaction
			[image: ]Measuring Customer Satisfaction and Loyalty (3rd Ed.): Book includes discussion of how to measure the customer experience, including customer satisfaction and customer loyalty.
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