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Companies like American Girl, Best Buy, Washington Mutual, and TiVo came out of nowhere to virtually
own their respective markets. How did they scoop their bigger and wealthier competition? It wasn’t through
a fat marketing budget. It was because they kept their promises . . . and not just any promises, but
dangerously ambitious promises. In fact, these companies overpromised to lure customers in—and then
overdelivered to keep them.

Rick Barrera, a respected marketing consultant and business lecturer, has studied these word-of-mouth-
driven successes and concluded that they are masters of what he calls TouchPoint Branding—the art of
making sure that every point of contact between a company and its customers is well executed and fulfills an
over-the-top brand promise.

Barrera explains how TouchPoint Branding’s three major components—Product TouchPoints, System
TouchPoints, and Human TouchPoints—can create dramatic market differentiation. The companies featured
in the book start with an extraordinary product (like the Hummer), supported by smoothly running systems
(like the Sumerset Houseboats Web site), and add satisfying human contact (like the service at an American
Girl store).

It’s an old cliché in business that smart companies underpromise and overdeliver. But in today’s crowded
market, that’s not enough. Barrera’s insights and case studies can help any company overpromise . . . and
still overdeliver.
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From reader reviews:

Karen Lheureux:

This Overpromise and Overdeliver: The Secrets of Unshakable Customer Loyalty tend to be reliable for you
who want to become a successful person, why. The reason of this Overpromise and Overdeliver: The Secrets
of Unshakable Customer Loyalty can be among the great books you must have is actually giving you more
than just simple reading food but feed you actually with information that maybe will shock your preceding
knowledge. This book is usually handy, you can bring it all over the place and whenever your conditions
throughout the e-book and printed people. Beside that this Overpromise and Overdeliver: The Secrets of
Unshakable Customer Loyalty forcing you to have an enormous of experience like rich vocabulary, giving
you trial of critical thinking that we know it useful in your day activity. So , let's have it and revel in reading.

Edith Stewart:

Reading a book tends to be new life style with this era globalization. With studying you can get a lot of
information that will give you benefit in your life. Having book everyone in this world can certainly share
their idea. Publications can also inspire a lot of people. A lot of author can inspire their particular reader with
their story or perhaps their experience. Not only the storyplot that share in the publications. But also they
write about the information about something that you need illustration. How to get the good score toefl, or
how to teach your sons or daughters, there are many kinds of book that you can get now. The authors these
days always try to improve their ability in writing, they also doing some analysis before they write on their
book. One of them is this Overpromise and Overdeliver: The Secrets of Unshakable Customer Loyalty.

Cheri Turner:

Your reading 6th sense will not betray anyone, why because this Overpromise and Overdeliver: The Secrets
of Unshakable Customer Loyalty guide written by well-known writer whose to say well how to make book
which might be understand by anyone who read the book. Written in good manner for you, dripping every
ideas and creating skill only for eliminate your hunger then you still skepticism Overpromise and
Overdeliver: The Secrets of Unshakable Customer Loyalty as good book but not only by the cover but also
by content. This is one publication that can break don't assess book by its deal with, so do you still needing a
different sixth sense to pick this particular!? Oh come on your reading sixth sense already told you so why
you have to listening to another sixth sense.

Andrew Taylor:

With this era which is the greater man or woman or who has ability to do something more are more valuable
than other. Do you want to become certainly one of it? It is just simple solution to have that. What you must
do is just spending your time not very much but quite enough to have a look at some books. On the list of
books in the top record in your reading list will be Overpromise and Overdeliver: The Secrets of Unshakable
Customer Loyalty. This book and that is qualified as The Hungry Mountains can get you closer in turning



into precious person. By looking right up and review this reserve you can get many advantages.
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