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ClaesFornell : The Satisfied Customer: Winnersand L osersin the Battle for Buyer Preference before
purchasing it in order to gage whether or not it would be worth my time, and all praised The Satisfied Customer:
Winners and Losers in the Battle for Buyer Preference:

0 of 0 people found the following review helpful. Awesome ! Read the book, if you're ambitious to lead successin
your organisation understand the right lever which enables.By Bawa GroverProbably one of the better books I've read
recently, which succinctly brings out the obvious, but often not fully understood linkages of Customer satisfaction


http://f3db.com/pub/links.php?id=B001AW2PFU

indices with business/organizational success especially relevant in todays volatile markets ! Equity analysts,
investment fund managers, Business/divisional heads, emerging ambitious professionals CEO's of organizations across
industry sectors, can enjoy benefit from this timely read - as Claes Fornell adroitly correlates high end customer
satisfaction with business survival, growth and val uation enhancement - so critical in todays choppy times!!.0 of 0
people found the following review helpful. | am satisfied reader. The book is plenty of smart thoughtsBy Alejandro
Parejal am satisfied reader. The book is plenty of smart thoughts, with enough data and cases to support the rationale,
it sheds light over how financial markets (don't) work. Coherent, with alot of uncommon common sense. Right size,
easy reading, very few things that would need further explanations.0 of 0 people found the following review helpful.
Nice book of examples of satisfaction from the quality point of viewByYy Pedro LopezM ostly focused on the American
Customer Satisfaction Index (ACSI) to compare between manufacturing and services industries. Allows a good idea of
the power of satisfaction in the customer and in the companies, either small or big. Gives also agood idea of the
impact of satisfaction and loyalty on the total revenue of any company. Good book for examples and ideas, does not
work for the measurement or improvement of satisfaction levels.

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 ablueprint 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 expectationsis risky, and increasing customer complaints can actually be a good
thing). He also explains how to quantify and increase the value of afirm's customer relationships--what he calls the
Customer Asset.

"In todayrsquo;s world of intense global competition, customer satisfaction is a given. Without it, customers quickly
move on to another of their endless choices. And they never return. Thatrsquo;s why The Satisfied Customer is amust
read."



