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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 a loyal 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:

Paul Henson:

Book is actually written, printed, or descriptive for everything. You can learn everything you want by a
reserve. Book has a different type. We all know that that book is important issue to bring us around the
world. Close to that you can your reading talent was fluently. A e-book Keeping Customers (Harvard
Business Review Book) will make you to become smarter. You can feel much more confidence if you can
know about every thing. But some of you think that open or reading a book make you bored. It isn't make
you fun. Why they might be thought like that? Have you in search of best book or ideal book with you?

John Mallery:

The particular book Keeping Customers (Harvard Business Review Book) will bring you to definitely the
new experience of reading a book. The author style to elucidate the idea is very unique. If you try to find new
book to learn, this book very acceptable to you. The book Keeping Customers (Harvard Business Review
Book) is much recommended to you to read. You can also get the e-book through the official web site, so
you can more readily to read the book.

James Fitzpatrick:

The e-book untitled Keeping Customers (Harvard Business Review Book) is the reserve that recommended
to you to see. You can see the quality of the publication content that will be shown to anyone. The language
that publisher use to explained their way of doing something is easily to understand. The writer was did a lot
of analysis when write the book, therefore the information that they share to you is absolutely accurate. You
also could possibly get the e-book of Keeping Customers (Harvard Business Review Book) from the
publisher to make you considerably more enjoy free time.

Glenn Connelly:

Many people spending their moment by playing outside along with friends, fun activity along with family or
just watching TV the entire day. You can have new activity to spend your whole day by reading a book. Ugh,
think reading a book can really hard because you have to take the book everywhere? It ok you can have the
e-book, having everywhere you want in your Smart phone. Like Keeping Customers (Harvard Business
Review Book) which is getting the e-book version. So , try out this book? Let's observe.
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