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Customer experience for dummies english edition is an invaluable resource for anyone looking
to understand the fundamentals of delivering exceptional customer service and building lasting
relationships with clients. In today's competitive marketplace, customer experience (CX) has
become a key differentiator that can make or break a company's success. This article explores the
core concepts of customer experience, its importance, strategies for improvement, and practical tips
to enhance CX for your business.

Understanding Customer Experience (CX)
What Is Customer Experience?

Customer experience refers to the overall perception that customers have of a brand or business
based on their interactions throughout the customer journey. It encompasses every touchpoint?from
initial awareness and purchase to post-sale support and loyalty programs. A positive customer
experience leads to increased satisfaction, loyalty, and advocacy, while a negative one can damage
reputation and sales.

Why Is Customer Experience Important?

In a crowded marketplace, excellent customer experience can set a business apart. Some key
reasons why CX is crucial include:

- Boosts Customer Loyalty: Satisfied customers are more likely to return and recommend your
brand.

- Increases Revenue: Happy customers tend to spend more and generate repeat business.

- Enhances Brand Reputation: Positive experiences lead to favorable reviews and word-of-mouth
marketing.

- Reduces Customer Churn: Good CX minimizes the likelihood of customers switching to
competitors.

The Components of Customer Experience

1. Customer Service
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Customer service is the human element?how your staff interacts with customers, handles inquiries,
and resolves issues. Excellent service is empathetic, responsive, and solution-oriented.

2. User Experience (UX)

UX pertains to how users interact with your digital platforms, such as your website or mobile app. A
seamless and intuitive interface enhances satisfaction.

3. Brand Perception

This includes your company?s reputation, values, and messaging. Consistent branding fosters trust
and loyalty.

4. Product or Service Quality
Delivering high-quality offerings ensures that customer expectations are met or exceeded.
5. Post-Purchase Support

Follow-up, warranties, and support services reinforce a positive experience and encourage repeat
business.

Strategies to Improve Customer Experience
1. Understand Your Customers

Gather insights through surveys, feedback forms, and data analytics to understand customer needs,
preferences, and pain points.

2. Personalize Interactions

Use customer data to tailor communications and offers, making customers feel valued and
understood.

3. Train Your Team
Equip staff with the skills and knowledge to deliver empathetic and efficient service.
4. Optimize Digital Touchpoints

Ensure your website, mobile app, and social media channels are user-friendly, fast, and accessible.
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5. Collect and Act on Feedback
Regularly solicit feedback and implement improvements based on customer suggestions.
6. Implement Consistent Branding

Maintain a cohesive message and visual identity across all channels to build trust.

Measuring Customer Experience
Key Metrics to Track
Monitoring the right metrics helps evaluate your CX initiatives:
- Customer Satisfaction Score (CSAT): Measures how satisfied customers are with your
product or service.
- Net Promoter Score (NPS): Assesses the likelihood of customers recommending your brand.
- Customer Effort Score (CES): Gauges how easy it was for customers to resolve their issues.
- Customer Retention Rate: Tracks how many customers stay over a period.
- Churn Rate: The percentage of customers who stop doing business with you.
Using Data to Improve CX
Analyze the metrics to identify areas for improvement. For instance, a low NPS indicates a need to

enhance overall satisfaction, while high churn rates may suggest issues with product quality or
customer service.

Common Challenges in Managing Customer Experience
1. Inconsistent Service Across Channels

Customers expect a seamless experience whether they interact online, via phone, or in person.
Discrepancies can lead to frustration.

2. Lack of Personalization
Ignoring customer preferences can make interactions feel generic and impersonal.

3. Poor Employee Training
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Untrained staff may be unable to deliver the level of service customers expect.

4. Insufficient Use of Technology

Failing to leverage CRM systems, chatbots, and analytics tools can hinder CX improvement efforts.
Best Practices for Creating Outstanding Customer Experience

1. Develop a Customer-Centric Culture

Make customer satisfaction a core value and ensure all employees understand its importance.

2. Empower Employees

Allow staff to make decisions that benefit the customer without excessive red tape.

3. Use Technology Wisely

Implement tools that streamline interactions, such as chatbots for instant support and CRM systems
for personalized communication.

4. Offer Omnichannel Support
Provide consistent service across all platforms?website, social media, phone, and in-person.
5. Continuously Innovate

Stay updated with industry trends and incorporate new methods to enhance CX.

Practical Tips for Enhancing Customer Experience

- Listen Actively: Regularly solicit and listen to customer feedback.

- Be Transparent: Communicate openly about policies, delays, or issues.

- Respond Promptly: Address inquiries and complaints quickly to show you value their time.
- Follow Up: After resolving issues, check back to ensure satisfaction.

- Recognize Loyal Customers: Implement loyalty programs and personalized offers.

Conclusion

Customer experience for dummies english edition offers a straightforward approach to
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understanding and improving how customers perceive your brand. By focusing on key components
such as service quality, digital experience, and personalization, businesses can foster loyalty,
increase revenue, and build a strong reputation. Remember, delivering excellent CX is an ongoing
process that requires continuous listening, adaptation, and innovation. Whether you are a small
startup or a large corporation, prioritizing customer experience can lead to sustained success and
growth in today's customer-centric world.

Customer Experience for Dummies English Edition: An In-Depth Review

Understanding the nuances of customer experience (CX) is vital for any business aiming to thrive in
today?s competitive landscape. The Customer Experience for Dummies English Edition serves as
an accessible, comprehensive guide that demystifies this complex subject, making it an invaluable
resource for beginners and seasoned practitioners alike. In this review, we'll delve into the book?s
core features, structure, strengths, and areas for improvement, providing a thorough analysis of its
contribution to the field of CX.

Introduction: Why Customer Experience Matters

The book begins by emphasizing the increasing importance of customer experience in the modern
business environment. It underscores how CX directly impacts customer loyalty, brand reputation,
and profitability. Given the proliferation of digital channels, customers now expect seamless,
personalized interactions across all touchpoints. The authors articulate that a well-crafted CX
strategy isn't just a buzzword but a necessity for sustainable growth.

Target Audience and Accessibility
Who Is This Book For?

The Customer Experience for Dummies English Edition is primarily aimed at:

- Small business owners seeking to understand and improve their customer interactions
- Marketing and customer service professionals new to CX concepts

- Managers and executives looking for an overview of CX strategies

- Students and individuals interested in learning about customer-centric approaches

Ease of Understanding
One of the book?s standout features is its straightforward language and approachable tone. It

avoids jargon and complex terminologies, making CX concepts digestible for readers without prior
experience. The inclusion of real-world examples, simplified explanations, and practical tips
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enhances its accessibility, aligning perfectly with the ?for Dummies? branding.

Content Breakdown and Structure

The book is organized into logical sections, each building upon the previous to develop a
comprehensive understanding of customer experience management.

Part 1: Foundations of Customer Experience
This section introduces core principles:
- Definition of CX and its distinction from customer service
- The significance of customer journey mapping
- The role of empathy and understanding customer needs
- How CX influences brand perception and loyalty
Part 2: Designing a Customer-Centric Strategy
Here, the authors guide readers through:
- Identifying target customer segments
- Creating personas to understand customer motivations
- Designing touchpoints that align with customer expectations

- Utilizing customer feedback to refine experiences

Part 3: Implementing and Managing CX Initiatives
Practical advice on:
- Building a customer-focused culture within your organization
- Training staff to deliver exceptional experiences
- Leveraging technology (CRM, chatbots, analytics) to enhance CX
- Setting KPIs and measuring success

Part 4. Advanced Topics and Trends

An exploration of current and emerging trends:
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- Personalization and customization

- Omnichannel experience management
- The impact of Al and automation

- Ethical considerations in CX

Strengths of the Book

Clarity and Simplicity

The book excels in breaking down complex CX concepts into simple, understandable language. It
uses analogies and everyday examples that resonate with readers unfamiliar with technical jargon,
making learning engaging and straightforward.

Practical, Actionable Advice

Rather than remaining theoretical, the book offers concrete steps that readers can implement

immediately. For example:

- How to conduct a customer journey map
- Tips for gathering and analyzing customer feedback
- Strategies for training staff effectively
These practical elements empower readers to translate knowledge into tangible improvements.

Incorporation of Real-World Examples

Throughout the book, case studies from well-known brands illustrate successful CX initiatives. This
contextualization helps readers understand how principles are applied in actual business scenarios.

Resourceful Appendices and Tools

Additional materials such as checklists, templates, and glossaries provide extra value, enabling
readers to apply concepts directly to their organizations.

Areas for Improvement
Depth of Content

While the book's accessibility is a strength, it sometimes sacrifices depth. Advanced practitioners
seeking in-depth analysis or sophisticated strategies may find it somewhat basic.
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Coverage of Digital and Tech Trends

Given the rapid evolution of CX technology, some sections could benefit from more detailed
discussions on emerging tools like Al-driven personalization, voice assistants, and data privacy
concerns.

Global Perspective

The book primarily references Western brands and markets. Readers interested in global CX
practices might wish for broader international insights.

Conclusion: Is It Worth Reading?

The Customer Experience for Dummies English Edition stands out as a highly accessible, practical
introduction to customer experience management. Its straightforward language, real-world
examples, and actionable advice make it an excellent starting point for individuals or organizations
new to CX. While it may lack the depth required for advanced practitioners, it provides a solid
foundation and a clear roadmap to designing and implementing effective customer-centric
strategies.

For anyone looking to grasp the essentials of CX without being overwhelmed by technical jargon,
this book is a highly recommended resource. It encourages a customer-first mindset and provides
the tools necessary to begin transforming customer interactions into competitive advantages.

Final Verdict:

If you're seeking an easy-to-understand, practical guide that demystifies customer experience and
offers tangible steps for improvement, the Customer Experience for Dummies English Edition is an
excellent choice. Its comprehensive coverage, combined with simplicity and clarity, makes it an
invaluable addition to any business library.

QuestionAnswer What is 'Customer Experience for Dummies' about? ‘Customer Experience for
Dummies' provides a comprehensive guide to understanding, creating, and improving customer
experiences to boost satisfaction and loyalty. Who should read 'Customer Experience for
Dummies'? Business owners, marketers, customer service professionals, and anyone interested in
enhancing their company's customer experience strategies. What are the key concepts covered in
the book? The book covers customer journey mapping, touchpoint management, customer
feedback, personalization, and measuring customer satisfaction. How can this book help improve
my business? It offers practical tips and frameworks to understand customer needs better, improve
interactions, and create memorable experiences that drive loyalty. Is the book suitable for
beginners? Yes, '‘Customer Experience for Dummies' is designed to be accessible for those new to
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customer experience concepts while providing valuable insights. Does the book include real-world
examples? Yes, it features case studies and examples from various industries to illustrate effective
customer experience strategies. Can | implement the strategies from the book immediately? Many of
the tips are practical and actionable, allowing you to start improving your customer experience right
away. How does the book address digital customer experience? It discusses digital channels, online
engagement, and using technology to enhance customer interactions and satisfaction. Is there a
focus on customer feedback and analytics? Yes, the book emphasizes gathering and analyzing
customer feedback to inform improvements and measure success. Where can | purchase 'Customer
Experience for Dummies'? You can find it online on major retailers like Amazon, or at bookstores
and digital platforms that sell business and management books.

Related keywords: customer experience, CX, user experience, UX, customer satisfaction, service
quality, customer journey, client feedback, customer loyalty, experience management

abcs of experience rating ncci

abcs of experience rating ncci is an essential concept for employers and insurance professionals
navigating the world of workers' compensation insurance. Understanding how the National Council
on Compensation Insurance (NCCI) calculates experience ratings can significantly impact a
company's insurance premiums and safety strategies. This comprehensive guide aims to demystify
the fundamentals of experience rating with NCCI, providing clarity on its purpose, methodology,
benefits, and key considerations. Whether you are new to workers? compensation insurance or
seeking to optimize your existing policy, grasping the ABCs of NCCI experience rating is vital for
effective risk management and cost control.

What Is Experience Rating in NCCI?

Experience rating is a method used by workers' compensation insurance providers, particularly
NCCI, to adjust an individual employer?s premium based on their prior claims history. Essentially, it
aims to reward safe workplaces and incentivize employers to implement safety measures.
Definition and Purpose

Experience rating is a formula that modifies an employer?s manual premium ? the base rate for their

industry and payroll ? to reflect their own loss history. The primary goals are:

- To promote workplace safety
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- To differentiate premiums based on actual risk
- To encourage employers to reduce workplace injuries
- To ensure equitable premium costs across different businesses within the same industry

How It Differs from Manual Premium

While the manual premium is a standard rate determined by industry classification and payroll, the
experience modification factor (or ?mod?) adjusts this rate up or down. A company with a history of
few or no claims will benefit from a lower mod, reducing their premium, whereas a company with
frequent or severe claims may face higher costs.

The Role of NCCl in Experience Rating

The NCCI is a non-profit organization that collects, analyzes, and maintains workers? compensation
insurance data across many states. It develops and administers the experience rating formulas used
by most states, making it a central authority in setting fair and consistent rating standards.

NCCI?s Responsibilities

- Collects and processes employer claims data

- Develops classification codes for industries

- Calculates experience modification factors

- Provides guidelines and tools for insurers and employers
- Ensures compliance with state-specific regulations

States Using NCCI

NCCI?s model primarily serves states like:

- Florida

- lllinois

- Indiana

- lowa

- Kansas

- Kentucky

- Missouri

- North Carolina
- South Carolina
- Tennessee



CUSTOMER EXPERIENCE FOR DUMMIES ENGLISH EDITION Academic PDF Vol. 2022, Issue 3

- and others

It?s important for employers to verify their state?s specific rules, as some states have their own
experience rating organizations.

Understanding How Experience Rating Is Calculated

The calculation of an employer?s experience modification involves several components, primarily
focusing on their claims history, payroll, and industry classification.

Key Components of the Calculation

- Claim Data: All reported and paid claims within a specific period, typically the last three years.

- Expected Losses: The average loss costs for similar companies within the same industry
classification.

- Actual Losses: The employer?s actual claims costs during the period.

- Loss Development Factors: Adjustments to account for claims that may develop or settle over
time.

- Rating Values: The specific modifiers applied based on the employer?s claims history relative
to expectations.

Steps in the Calculation Process

- Data Collection: Gather all relevant claims data for the past three years.

- Determine Expected Losses: Use industry averages to estimate what a typical company in the
same classification would incur.

- Calculate Actual Losses: Sum the employer?s reported claims, adjusting for any development.

- Compute the Loss Ratio: Divide actual losses by expected losses.

- Apply the Experience Modification Formula: Use NCCI?s formulas and tables to derive the
employer?s mod factor.

Interpreting the Experience Modification Factor (Mod)
The resulting mod factor influences the employer?s premium:
- Mod

- Mod = 1.0: Industry average safety record, no adjustment.
- Mod > 1.0: Worse-than-average safety record, leading to an increase in premium.
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For example, a company with a mod of 0.75 pays 75% of the standard premium, while one with 1.25
pays 125%.

Benefits of Experience Rating

Implementing and understanding experience rating offers multiple advantages:
- Cost Savings: Safer companies pay less over time.
- Risk Management: Encourages employers to invest in safety programs.

- Fairness: Reflects individual employer?s claims history rather than industry averages.
- Competitive Edge: Reduces insurance costs, allowing for better pricing or investment.

Key Considerations and Common Questions
How Is the Experience Modification Factor Used?

Insurance providers apply the mod to the manual premium, adjusting the final premium accordingly.
It?s typically shown on the policy declaration page.

How Often Is the Experience Modification Updated?
Most states update the mod annually, based on claims data from the previous three years.
What Are the Limitations of Experience Rating?
- It may not fully account for temporary safety improvements.
- Large claims can disproportionately affect the mod.
- New businesses don?t have prior claims history for accurate rating.
How Can Employers Improve Their Experience Rating?
- Implement comprehensive safety and training programs.
- Reduce workplace injuries.
- Manage claims proactively.

- Regularly review safety procedures and compliance.

Conclusion
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Understanding the ABCs of experience rating with NCCI is crucial for employers looking to manage
their workers? compensation costs effectively. By actively engaging with their claims data, safety
programs, and understanding how their safety record influences their premiums, businesses can not
only reduce expenses but also foster safer workplaces. The NCCI?s role ensures that the
experience rating system remains fair, consistent, and transparent, ultimately benefiting both
insurers and employers. Whether you are a seasoned safety manager or a new employer navigating
insurance policies, grasping the fundamentals of experience rating is an essential step toward
financial and operational excellence in workplace safety.

ABCs of Experience Rating NCCI: A Comprehensive Guide for Employers and Industry
Professionals

Experience rating NCCI has become an essential component of workers? compensation insurance,
shaping how premiums are calculated and how businesses are incentivized to prioritize safety.
Whether you're an employer navigating insurance options or an industry professional seeking to
understand the nuances of workers? compensation, grasping the fundamentals of experience rating
NCCI is crucial. This article delves into the core concepts, mechanics, and implications of
experience rating within the NCCI framework, providing a clear and detailed overview for readers at
all levels of familiarity.

What is Experience Rating NCCI?

Experience rating, particularly as administered by the National Council on Compensation Insurance
(NCCI), is a method used to adjust workers? compensation insurance premiums based on an
individual employer?s claim history. Instead of paying a standard rate, a company's premium is
modified to reflect its past safety record, encouraging safer workplace practices.

NCCIl is a leading organization that collects and analyzes workers? compensation data across
numerous states, establishing pricing and rating systems that promote fairness and incentivize
safety. The experience rating component is a key part of this system, allowing insurers and
regulatory bodies to differentiate between safer and riskier employers.

The Purpose and Benefits of Experience Rating
Understanding the purpose of experience rating helps clarify its importance:

- Incentivizes Safety: Employers with fewer or less costly claims benefit from reduced premiums,
motivating investments in safety programs.

- Fair Premiums: It ensures that premium costs are aligned with actual risk, preventing safe
employers from subsidizing higher-risk companies.
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- Market Stability: By encouraging safety, experience rating helps reduce overall injury rates,
leading to a healthier workforce and more stable insurance markets.

How Does Experience Rating Work?
At its core, experience rating adjusts an employer?s basic premium?often called the manual

premium?based on their experience modification factor (also known as mod or EMR). The process
involves several steps:

- Calculating the Manual Premium: Based on the employer?s classification codes and the rate
tables established by NCCI.

- Determining the Experience Modification: Using the employer?s claims history over a specified
period.

- Applying the Modification to the Premium: Adjusting the manual premium by the experience
mod to arrive at the final premium.

This process ensures that employers with better-than-average safety records pay less, while those
with poorer records pay more.

The Components of Experience Rating

Experience rating involves various components that collectively determine the employer?s mod:

- Pure Premium and Loss Costs

- Pure Premium: The expected cost of claims for a given classification, based on historical data.
- Loss Costs: The amount insurers expect to pay for claims, excluding expenses like
administration.

- Expected Losses and Actual Losses

- Expected Losses: The projected claims costs for an employer based on industry averages.
- Actual Losses: The real claims incurred by the employer during the rating period.

- The Experience Modification Factor
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- Calculated by comparing actual losses to expected losses.

- A mod of 1.0 indicates average risk.

- A mod less than 1.0 signifies a safer-than-average employer.
- A mod greater than 1.0 indicates higher-than-average claims.

The Experience Modification Calculation

The process of calculating the experience mod is complex and involves statistical analysis. Here?s a
simplified overview:

- Data Collection: Claims data for the employer over a 3-year period (excluding the most recent
year).

- Loss Adjustment: Losses are adjusted for inflation, favorable or unfavorable development, and
other factors.

- Expected Losses Calculation: Based on industry averages for similar employers.

- Actual Losses Comparison: Actual losses are compared to expected losses.

- Rating Formula Application: A formula derived from statistical models computes the mod, which
can be refined through various adjustments.

The goal is to produce a mod that accurately reflects the employer?s safety performance, with
adjustments to ensure fairness and stability.

Types of Experience Modifications

NCCI uses different types of modifications depending on the employer and industry:

- Experience Modification (Experience Mod): The standard adjustment reflecting the individual
employer?s claims history.

- Manual Class Mod: Adjusts classification codes based on specific experience.

- Group Experience Rating: Applies to groups of related employers, often small businesses, to
pool their risk.

- Large Deductible Program: For employers with significant deductibles, affecting experience
rating calculations.

Factors Influencing the Experience Mod

Various factors can impact the employer?s mod, including:
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- Claim Frequency and Severity: Number of claims and total costs.

- Type of Claims: Severity of injuries and whether they are catastrophic or minor.

- Claims Management: Effectiveness of claims handling and safety programs.

- Industry Risk Profile: Some industries inherently have higher risks, influencing baseline
expectations.

The Impact of Experience Rating on Premiums

Once the experience mod is calculated, it directly affects the employer?s premium:

- Premium Formula: "Final Premium = Manual Premium x Experience Mod®

- Adjustment Range: The experience mod typically ranges from below 0.8 to above 1.2, but can
sometimes be outside this range due to exceptional claims history.

- Premium Discounts and Penalties: Employers with mods below 1.0 enjoy discounts, while those
above pay premiums reflecting higher risk.

Practical Examples

- A manufacturing company with an EMR of 0.85 pays 15% less than the manual premium.
- A construction firm with an EMR of 1.25 pays 25% more than the manual premium.

This differential underscores the importance of safety and claims management in controlling
insurance costs.

Challenges and Criticisms of Experience Rating

While experience rating promotes safety and fairness, it faces some challenges:

- Data Accuracy: Reliable claim data is essential; errors can lead to unfair mods.

- Lag Effect: The three-year look-back period may delay recognition of improvements or
deteriorations in safety.

- Industry Variability: Some industries inherently have higher claim frequencies, making fair
comparisons difficult.

- Potential for Risky Behavior: Employers might underreport claims or adopt risky practices to
improve their mod, although regulatory oversight seeks to minimize this.

Regulatory and Administrative Aspects
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States regulate experience rating practices, often through legislation or NCCl-approved rules. Key
aspects include:

- Appeals Process: Employers can challenge their mod calculations if errors are suspected.
- Minimum and Maximum Mod Limits: To prevent extreme adjustments.
- Reporting Requirements: Regular claims reporting and data verification.

The Future of Experience Rating NCCI

Advancements in data analytics and technology are shaping the future of experience rating:

- Real-Time Data Collection: Potential for more dynamic and responsive rating systems.

- Use of Big Data: Incorporating broader safety metrics and workplace data.

- Enhanced Risk Management Tools: Employers can leverage insights from their claims data to
proactively improve safety.

Conclusion

The ABCs of experience rating NCCIl encompass a sophisticated yet vital framework that aligns
insurance premiums with an employer?s safety record. By understanding the components,
calculation methods, and implications of experience modifications, employers and industry
professionals can better manage their safety programs, control costs, and foster safer workplaces.
As the landscape evolves with technological innovations and regulatory changes, staying informed
about experience rating practices remains essential for navigating the workers? compensation
insurance market effectively.

QuestionAnswer What is the ABCs of experience rating in NCCI? The ABCs of experience rating
in NCCI refer to understanding the foundational concepts?Accruals, Benefits, and Credits?that
determine how an employer's workers' compensation experience modification factor is calculated.
How does NCCI calculate experience modification using the ABCs? NCCI uses the ABCs to assess
an employer?s claim history (Accruals), the benefits paid out, and applicable credits to adjust their
workers' compensation insurance premiums, helping to reflect their actual risk. Why is
understanding experience rating important for employers? Understanding experience rating helps
employers manage their workers? compensation costs, improve safety programs, and potentially
reduce insurance premiums through favorable experience modifications. What role do accruals play
in NCCl's experience rating? Accruals represent the reserve amounts set aside for outstanding
claims, impacting the calculation of an employer?s claimed incurred losses and overall experience
modification. How do benefits influence the experience modification in NCClI's system? Benefits paid
out for claims are factored into the experience rating to reflect the actual costs associated with an
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employer?s claims history, influencing the modification factor. What are credits in the context of
NCCI experience rating? Credits are adjustments applied to an employer?s experience modification
to account for favorable safety programs or other positive risk management practices. How can
employers improve their experience rating according to the ABCs? Employers can improve their
experience rating by reducing claims through safety initiatives, effectively managing claims, and
implementing risk mitigation strategies that positively impact accruals, benefits, and credits. Are
there specific formulas associated with the ABCs in NCCI's experience rating? Yes, NCCI uses
detailed formulas that incorporate accruals, benefits paid, and credits to calculate the experience
modification factor, which influences insurance premiums. How often does NCCI update the
experience ratings based on the ABCs? NCCI typically updates experience ratings annually,
reflecting the latest claims data, benefit payments, and credits to ensure accurate premium
adjustments. Where can employers find resources to better understand the ABCs of experience
rating? Employers can consult NCCI?s official publications, training webinars, and their online
resources or contact their insurance agents for detailed guidance on the ABCs of experience rating.

Related keywords: experience rating, NCCI, ABCs of experience rating, workers' compensation,
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modification factor, rating bureau
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