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This Harvard Business Review Paperback, and its companion volume " Seeking Customers', provides
valuable advice on how to increase profitability through improved marketing and sales management.
"Keeping Customers" outlines seven management principles that contribute to aloyal customer base,
including such topics as targeting the customer, the importance of quality, and the proper measurements that
a business should use to gauge success. Other topics covered in "Keeping Customers' include maintaining
the customer relationship after the sale has been made, developing a marketing strategy that keeps customers
coming back, identifying opportunities to raise profit margins while lowering costs, designing customer
services that deliver, developing an unconditional service guarantee that works, and making an "artful
recovery" when a customer is dissatified. Contributors to "Keeping Customers' include Benson P. Shapiro,
Theodore Levitt, John Quelch, James Heskett, and W. Earl Sasser, Jr.
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From reader reviews:
Irving Gaston:

Reading a guide tends to be new life stylein this particular era globalization. With looking at you can get a
lot of information that can give you benefit in your life. Along with book everyone in this world can
certainly share their idea. Publications can also inspire alot of people. A lot of author can inspire their own
reader with their story or maybe their experience. Not only the story that share in the publications. But also
they write about the information about something that you need instance. How to get the good score toefl, or
how to teach your sons or daughters, there are many kinds of book that exist now. The authors on this planet
always try to improve their skill in writing, they also doing some research before they write to the book. One
of them isthis Keeping Customers (Harvard Business Review Book).

Alexander Ratcliff:

Does one one of the book lovers? If yes, do you ever fedling doubt if you arein the book store? Try to pick
one book that you just dont know the inside because don't determine book by its protect may doesn't work
thisis difficult job because you are frightened that the inside maybe not because fantastic asin the outside
appear likes. Maybe you answer might be Keeping Customers (Harvard Business Review Book) why
because the excellent cover that make you consider with regards to the content will not disappoint an
individual. Theinside or content will be fantastic as the outside or maybe cover. Y our reading sixth sense
will directly direct you to pick up this book.

Anita Rhodes:

Beside thiskind of Keeping Customers (Harvard Business Review Book) in your phone, it might give you a
way to get closer to the new knowledge or data. The information and the knowledge you can got hereis fresh
through the oven so don't become worry if you feel like an old people live in harrow commune. It is good
thing to have Keeping Customers (Harvard Business Review Book) because this book offers for you
readable information. Do you sometimes have book but you would not get what it's all about. Oh come on,
that will not happen if you have this with your hand. The Enjoyable arrangement here cannot be
guestionable, just like treasuring beautiful island. Use you still want to miss that? Find this book and also
read it from now!

Cary Freeman:

Don't be worry if you are afraid that this book can filled the space in your house, you might have it in e-book
approach, more simple and reachable. That Keeping Customers (Harvard Business Review Book) can give
you alot of close friends because by you checking out this one book you have matter that they don't and
make anyone more like an interesting person. This kind of book can be one of one step for you to get
success. Thisreserve offer you information that perhaps your friend doesn't learn, by knowing more than
different make you to be great persons. So , why hesitate? L et me have Keeping Customers (Harvard



Business Review Book).
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