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When faced with the choice between cutting costs or improving customer service, most companies focus on
tangible assets. But in our service economy, the most important asset is intangible: a company's relationship
with its customers. The Satisfied Customer is a blueprint for understanding this fact of modern business and
reveals the unheralded value of customer satisfaction. Drawing on the results of a massive survey of
American consumer satisfaction and including examples from companies like Home Depot and UPS, Fornell
presents some surprising conclusions about outreach strategy (exceeding a customer's expectations is risky,
and increasing customer complaints can actually be a good thing). He also explains how to quantify and
increase the value of a firm's customer relationships--what he calls the Customer Asset.
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From reader reviews:

Mollie Walker:

Hey guys, do you really wants to finds a new book to read? May be the book with the headline The Satisfied
Customer: Winners and Losers in the Battle for Buyer Preference suitable to you? The actual book was
written by popular writer in this era. The actual book untitled The Satisfied Customer: Winners and Losers in
the Battle for Buyer Preferenceis the one of several books in which everyone read now. This particular book
was inspired many men and women in the world. When you read this book you will enter the new age that
you ever know before. The author explained their idea in the simple way, and so all of people can easily to
recognise the core of this book. This book will give you a lot of information about this world now. So you
can see the represented of the world with this book.

Dorothy Stanek:

Reading a book can be one of a lot of pastime that everyone in the world loves. Do you like reading book so.
There are a lot of reasons why people enjoy it. First reading a e-book will give you a lot of new info. When
you read a publication you will get new information because book is one of several ways to share the
information or perhaps their idea. Second, reading a book will make you more imaginative. When you
reading through a book especially hype book the author will bring that you imagine the story how the
personas do it anything. Third, you are able to share your knowledge to some others. When you read this The
Satisfied Customer: Winners and Losers in the Battle for Buyer Preference, you can tells your family, friends
as well as soon about yours guide. Your knowledge can inspire the others, make them reading a guide.

Vickie Kay:

The book untitled The Satisfied Customer: Winners and Losers in the Battle for Buyer Preference contain a
lot of information on the item. The writer explains her idea with easy technique. The language is very clear
and understandable all the people, so do definitely not worry, you can easy to read the item. The book was
compiled by famous author. The author will take you in the new period of time of literary works. You can
actually read this book because you can read more your smart phone, or gadget, so you can read the book
throughout anywhere and anytime. If you want to buy the e-book, you can available their official web-site
along with order it. Have a nice read.

Lisa Sullivan:

Some people said that they feel bored when they reading a e-book. They are directly felt the idea when they
get a half elements of the book. You can choose the actual book The Satisfied Customer: Winners and Losers
in the Battle for Buyer Preference to make your own reading is interesting. Your personal skill of reading
ability is developing when you including reading. Try to choose basic book to make you enjoy you just read
it and mingle the impression about book and reading especially. It is to be 1st opinion for you to like to start
a book and study it. Beside that the e-book The Satisfied Customer: Winners and Losers in the Battle for



Buyer Preference can to be your new friend when you're feel alone and confuse using what must you're
doing of these time.
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