
Promoters transformed into  passives and detractors

Tale of Two NPS Trends
Over the span of a year, some inpatient facilities’ NPS 
rose to new heights, while others struggled and fell. A

ANALYSIS BY JAMES HOLLAND
For an opportunity to see your topic discussed here, email 
your questions to Jessica.Ingram@horizonhealth.com

NPS follows the trajectory of patients’ impressions 
of how they were treated, for better or for worse.
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What was at the center of this transformation?
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