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A customer-centric culture provides focus and direction for the organization, ensuring that exceptional value
will be offered to customers — this, in turn, results in enhanced market performance. Unfortunately, caught
up in the daily economic and competitive pressures of running complex and fast-changing businesses,
managers may lose sight of customers’ desires. And, consequently, customer experiences often fall far short
of expectations.

Written by an expert with more than fifteen years of experience, Superior Customer Value: Strategies for
Winning and Retaining Customers, Third Edition benchmarks the best companies and shows you what it
truly means to create world-class value for customers. The book is a state-of-the-art guide to designing,
implementing, and evaluating a customer value strategy in service, technology, and information-based
organizations. It explores key marketing planning issues that emphasize relationship management strategies
to keep customers happy.

See What’s New in the Third Edition:

New topics include:

Business models●

Co-creation of value●

Corporate entrepreneurship●

Customer experience management●

Customer value metrics●

Net promoter score●

Image●

Innovation●

Social media●

Expanded coverage of:

Customer relationship management●



E-business opportunities●

Written as an academic textbook for use in MBA programs, the book is highly readable, practical, and
action-oriented, giving managers at all levels of experience guidance on how to improve marketing
operations and create customer-centric organizations. It explains valuable tools such as customer value
funnel, customer value assessment, service-quality-image-price (SQIP) analysis, and CRM models. Each
chapter has a customer value insight checklist, action items, and informative figures and tables.

This revised edition addresses current trends in value-adding business practice, from understanding how to
drive a market and find new ventures to the rise in customer importance of the online arena and new models
and metrics for customer loyalty and retention. Great companies amaze and delight customers — Superior
Customer Value offers a strategic blueprint to learn from the market leaders and apply those lessons to your
organization.

Art Weinstein discusses the book in several videos on the CRC Press YouTube Channel.
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From reader reviews:

Marian Jackson:

What do you think of book? It is just for students as they are still students or that for all people in the world,
what the best subject for that? Just simply you can be answered for that problem above. Every person has
various personality and hobby per other. Don't to be pressured someone or something that they don't want do
that. You must know how great in addition to important the book Superior Customer Value: Strategies for
Winning and Retaining Customers, Third Edition. All type of book are you able to see on many options. You
can look for the internet methods or other social media.

James Roberts:

Do you have something that that suits you such as book? The e-book lovers usually prefer to pick book like
comic, small story and the biggest an example may be novel. Now, why not hoping Superior Customer
Value: Strategies for Winning and Retaining Customers, Third Edition that give your fun preference will be
satisfied through reading this book. Reading habit all over the world can be said as the opportinity for people
to know world considerably better then how they react in the direction of the world. It can't be said
constantly that reading habit only for the geeky man but for all of you who wants to end up being success
person. So , for every you who want to start examining as your good habit, you can pick Superior Customer
Value: Strategies for Winning and Retaining Customers, Third Edition become your own starter.

Larry Valadez:

Do you like reading a book? Confuse to looking for your favorite book? Or your book has been rare? Why so
many query for the book? But any people feel that they enjoy regarding reading. Some people likes studying,
not only science book and also novel and Superior Customer Value: Strategies for Winning and Retaining
Customers, Third Edition or others sources were given expertise for you. After you know how the good a
book, you feel would like to read more and more. Science book was created for teacher as well as students
especially. Those publications are helping them to include their knowledge. In some other case, beside
science guide, any other book likes Superior Customer Value: Strategies for Winning and Retaining
Customers, Third Edition to make your spare time far more colorful. Many types of book like this one.

Ruth Little:

As a college student exactly feel bored to help reading. If their teacher asked them to go to the library or
make summary for some book, they are complained. Just little students that has reading's internal or real
their hobby. They just do what the teacher want, like asked to the library. They go to there but nothing
reading very seriously. Any students feel that looking at is not important, boring as well as can't see colorful
photographs on there. Yeah, it is to be complicated. Book is very important for yourself. As we know that on
this age, many ways to get whatever we want. Likewise word says, many ways to reach Chinese's country.
Therefore , this Superior Customer Value: Strategies for Winning and Retaining Customers, Third Edition



can make you sense more interested to read.
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