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In a world where there is increasing choice for just about every kind of product and service, winning and
holding the best customers is key to the success of any business. Customer Relationship Management, or
CRM, is a concept that senior managers in any kind of business ignore at their peril. At its heart is the
successful management of customer retention by being customer-focused as an organization.
The concept is not rocket science, but its implementation is more of a challenge. It involves a fundamental
change within the organization.
In this book, John Murphy introduces "The Lifebelt" - quite literally an aid to keeping afloat in this pressured
environment. The Lifebelt is a framework that offers a practical way forward to integrating and mobilizing
the entire oragnization toward a holistic CRM programme.
The proprietary framework features six key factors identified as being essential for consistent delivery of
service: customer focus, processes, employee involvement, training, measurement, and continuous
improvement.
John Murphy outlines how each of the factors should be owned by an appropriate member of the top
management team. When this framework is systematically and effectively implemented and managed it will
considerably enhance the customer retention capacity of the company.
The logic of the framework applies to virtually all industries internationally. Managers and marketers across
the board will find this book one of the most practical gudies to retaining customers published to date.
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From reader reviews:

Jackie Lafond:

Here thing why that The Lifebelt: The Definitive Guide to Managing Customer Retention are different and
trusted to be yours. First of all studying a book is good but it really depends in the content from it which is
the content is as delicious as food or not. The Lifebelt: The Definitive Guide to Managing Customer
Retention giving you information deeper and different ways, you can find any reserve out there but there is
no guide that similar with The Lifebelt: The Definitive Guide to Managing Customer Retention. It gives you
thrill looking at journey, its open up your eyes about the thing this happened in the world which is might be
can be happened around you. You can easily bring everywhere like in recreation area, café, or even in your
means home by train. In case you are having difficulties in bringing the imprinted book maybe the form of
The Lifebelt: The Definitive Guide to Managing Customer Retention in e-book can be your choice.

John Harrison:

The guide untitled The Lifebelt: The Definitive Guide to Managing Customer Retention is the publication
that recommended to you to see. You can see the quality of the publication content that will be shown to an
individual. The language that publisher use to explained their way of doing something is easily to
understand. The writer was did a lot of investigation when write the book, and so the information that they
share for your requirements is absolutely accurate. You also might get the e-book of The Lifebelt: The
Definitive Guide to Managing Customer Retention from the publisher to make you a lot more enjoy free
time.

Frances York:

This The Lifebelt: The Definitive Guide to Managing Customer Retention is great reserve for you because
the content that is full of information for you who always deal with world and still have to make decision
every minute. That book reveal it facts accurately using great organize word or we can claim no rambling
sentences in it. So if you are read it hurriedly you can have whole details in it. Doesn't mean it only will give
you straight forward sentences but hard core information with lovely delivering sentences. Having The
Lifebelt: The Definitive Guide to Managing Customer Retention in your hand like having the world in your
arm, data in it is not ridiculous 1. We can say that no guide that offer you world with ten or fifteen second
right but this reserve already do that. So , this can be good reading book. Hey there Mr. and Mrs. hectic do
you still doubt that will?

Christopher Gobert:

As a scholar exactly feel bored for you to reading. If their teacher requested them to go to the library in order
to make summary for some reserve, they are complained. Just small students that has reading's spirit or real
their leisure activity. They just do what the teacher want, like asked to go to the library. They go to at this
time there but nothing reading significantly. Any students feel that reading through is not important, boring



and also can't see colorful pics on there. Yeah, it is to become complicated. Book is very important to suit
your needs. As we know that on this era, many ways to get whatever we would like. Likewise word says,
ways to reach Chinese's country. Therefore , this The Lifebelt: The Definitive Guide to Managing Customer
Retention can make you experience more interested to read.
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