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A leader in decision-making research reveals how choices are designed—and why it’s so
important to understand their inner workings Every time we make a choice, our minds go
through an elaborate process most of us never even notice. We’re influenced by subtle
aspects of the way the choice is presented that often make the difference between a good
decision and a bad one. How do we overcome the common faults in our decision-making and
enable better choices in any situation? The answer lies in more conscious and intentional
decision design. Going well beyond the familiar concepts of nudges and defaults, The
Elements of Choice offers a comprehensive, systematic guide to creating effective choice
architectures, the environments in which we make decisions. The designers of decisions need
to consider all the elements involved in presenting a choice: how many options to offer, how to
present those options, how to account for our natural cognitive shortcuts, and much more.
These levers are unappreciated and we’re often unaware of just how much they influence our
reasoning every day. Eric J. Johnson is the lead researcher behind some of the most wellknown and cited research on decision-making. He draws on his original studies and extensive
work in business and public policy and synthesizes the latest research in the field to reveal
how the structure of choices affects outcomes. We are all choice architects, for ourselves and
for others. Whether you’re helping students choose the right school, helping patients pick the
best health insurance plan, or deciding how to invest for your own retirement, this book
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provides the tools you need to guide anyone to the decision that’s right for them.
Everyone knows that the best way to create customer loyalty is with service so good, so over
the top, that it surprises and delights. But what if everyone is wrong? In their acclaimed
bestseller The Challenger Sale, Matthew Dixon and his colleagues at CEB busted many
longstanding myths about sales. Now they’ve turned their research and analysis to a new vital
business subject—customer loyalty—with a new book that turns the conventional wisdom on its
head. The idea that companies must delight customers by exceeding service expectations is
so entrenched that managers rarely even question it. They devote untold time, energy, and
resources to trying to dazzle people and inspire their undying loyalty. Yet CEB’s careful
research over five years and tens of thousands of respondents proves that the “dazzle factor”
is wildly overrated—it simply doesn’t predict repeat sales, share of wallet, or positive wordofmouth. The reality: Loyalty is driven by how well a company delivers on its basic promises and
solves day-to-day problems, not on how spectacular its service experience might be. Most
customers don’t want to be “wowed”; they want an effortless experience. And they are far
more likely to punish you for bad service than to reward you for good service. If you put on
your customer hat rather than your manager or marketer hat, this makes a lot of sense. What
do you really want from your cable company, a free month of HBO when it screws up or a fast,
painless restoration of your connection? What about your bank—do you want free cookies and
a cheerful smile, even a personal relationship with your teller? Or just a quick in-and-out
transaction and an easy way to get a refund when it accidentally overcharges on fees? The
Effortless Experience takes readers on a fascinating journey deep inside the customer
experience to reveal what really makes customers loyal—and disloyal. The authors lay out the
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four key pillars of a low-effort customer experience, along the way delivering robust data,
shocking insights and profiles of companies that are already using the principles revealed by
CEB’s research, with great results. And they include many tools and templates you can start
applying right away to improve service, reduce costs, decrease customer churn, and ultimately
generate the elusive loyalty that the “dazzle factor” fails to deliver. The rewards are there for
the taking, and the pathway to achieving them is now clearly marked.
"One is tempted to say 'the only book you'll need on starting a business.' Brilliant! Genius!
Choose your superlative-it'll fit."-Tom Peters People starting out in business tend to seek stepby-step formulas or rules, but in reality there are no magic bullets. Rather, says veteran
company-builder Norm Brodsky, there's a mentality that helps street- smart entrepreneurs
solve problems and pursue opportunities as they arise. Brodsky shares his hard-earned
wisdom every month in Inc. magazine, in the hugely popular "Street Smarts" column he
cowrites with Bo Burlingham. Now they've adapted their best advice into a comprehensive
guide for anyone running a small business.
Today's job seekers need to "lose the resume" in order to land the right job. In this guide,
Burnison shares the new rules of engagement in which seekers must learn to tell a story about
themselves that speaks to their competencies, purpose, passion, and values.
Customer Devotion provides readers with a step-by-step guide for turning customers into
passionate advocates. Loyal customers are the key to successful brands. Whether you are a
business analyst, the Chief Marketing Officer or anything in between Customer Devotion
provides you a detailed roadmap for increasing customer revenue. Regardless of industry,
following these proven methods can help you dramatically grow your brand. Mike Case is a
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recognized and award-winning marketer with decades of experience dramatically growing startup, mid-sized and fortune 500 brands. Read the book that legendary loyalty marketing pioneer
Hal Brierley described as "a must read for anyone engaged in managing customer
relationships".
Don’t Lose Your Mind, Lose Your Weight, the country’s highest-selling diet book, has
revolutionized the way Indians think about food and their eating habits. Funny, easy to read
and full of great advice, it argues that we should return to our traditional eating roots (yes, ghee
is good for you), nutrients are more important than calories (cheese over biscuits) and, most
importantly, the only way to lose weight is to keep eating. Rujuta Diwekar is one of the
country’s best nutritionists, with deep roots in yoga and Ayurveda and a client list which boasts
some of Bollywood’s biggest names. In the updated edition of this classic, she has added an
extensive Q&A section which deals with the questions she gets asked most by her clients.
Talk Triggers is the definitive, practical guide on how to use bold operational differentiators to
create customer conversations, written by best-selling authors and marketing experts Jay Baer
and Daniel Lemin. Word of mouth is directly responsible for 19% of all purchases, and
influences as much as 90%. Every human on earth relies on word of mouth to make buying
decisions. Yet even today, fewer than 1% of companies have an actual strategy for generating
these crucial customer conversations. Talk Triggers provides that strategy in a compelling,
relevant, timely book that can be put into practice immediately, by any business. The key to
activating customer chatter is the realization that same is lame. Nobody says "let me tell you
about this perfectly adequate experience I had last night." The strategic, operational
differentiator is what gives customers something to tell a story about. Companies (including the
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30+ profiled in Talk Triggers) must dare to be different and exceed expectations in one or more
palpable ways. That's when word of mouth becomes involuntary: the customers of these
businesses simply MUST tell someone else. Talk Triggers contains: • Proprietary research into
why and how customers talk • More than 30 detailed case studies of extraordinary results from
Doubletree Hotels by Hilton and their warm cookie upon arrival, The Cheesecake Factory and
their giant menu, Five Guys Burgers and their extra fries in the bag, Penn & Teller and their
nightly meet and greet sessions, and a host of delightful small businesses • The 4-5-6 learning
system (the 4 requirements for a differentiator to be a talk trigger; the 5 types of talk triggers;
and the 6-step process for creating talk triggers) • Surprises in the text that are (of course)
word of mouth propellants Consumers are wired to discuss what is different, and ignore what is
average. Talk Triggers not only dares the reader to differentiate, it includes the precise formula
for doing it. Combining compelling stories, inspirational examples, and practical how-to, Talk
Triggers is the first indispensable book about word of mouth. It's a book that will create
conversation about the power of conversation.
How do you build a business that thrives during good times and bad? Is there a strategy that
can set up your company up for success, no matter what curveballs the world may throw your
way? There is: Turn customers into repeat customers, and turn repeat customers into loyal
customers. Renowned customer service and experience expert Shep Hyken maintains that
delivering an amazing customer service experience that keeps customers coming back for
more is everyone’s job. Customer service is not a department. It’s not just for people on the
front lines. It’s the responsibility of everyone in the organization, from the CEO or owner of a
business to the most recently hired employee. It’s the result of a customer-focused philosophy
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that must be baked into the culture. And it is what separates you from your competition. In I’ll
Be Back you will learn… How to design and create an experience that gets customers to return,
again and again The one trackable trend that leaders must monitor every morning The
difference between repeat customers and loyal customers How to build the I’ll Be Back culture
How delivering an amazing customer experience is within the reach of every organization The
two simple words that are the secret to every customer service program Why most “loyalty
programs” fail to create customer loyalty How to personalize the customer experience Why
setting up or expanding self-service and digital customer service choices are is a must, not an
option Ten loyalty killers that can terminate your relationship with your customers And much
more! This book includes the must-have tools, tactics and strategies you need to get your
customers to say, “I’ll be back!”

In this completely revised and updated edition of the customer service classic,
Carl Sewell enhances his time-tested advice with fresh ideas and new examples
and explains how the groundbreaking “Ten Commandments of Customer
Service” apply to today’s world. Drawing on his incredible success in
transforming his Dallas Cadillac dealership into the second largest in America,
Carl Sewell revealed the secret of getting customers to return again and again in
the original Customers for Life. A lively, down-to-earth narrative, it set the
standard for customer service excellence and became a perennial bestseller.
Building on that solid foundation, this expanded edition features five completely
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new chapters, as well as significant additions to the original material, based on
the lessons Sewell has learned over the last ten years. Sewell focuses on the
expectations and demands of contemporary consumers and employees, showing
that businesses can remain committed to quality service in the fast-paced new
millennium by sticking to his time-proven approach: Figure out what customers
want and make sure they get it. His “Ten Commandants” provide the essential
guidelines, including: • Underpromise, overdeliver: Never disappoint your
customers by charging them more than they planned. Always beat your estimate
or throw in an extra service free of charge. • No complaints? Something’s wrong:
If you never ask your customers what else they want, how are you going to give it
to them? • Measure everything: Telling your employees to do their best won’t
work if you don’t know how they can improve.
From the creator of the popular website Ask a Manager and New York’s workadvice columnist comes a witty, practical guide to 200 difficult professional
conversations—featuring all-new advice! There’s a reason Alison Green has been
called “the Dear Abby of the work world.” Ten years as a workplace-advice
columnist have taught her that people avoid awkward conversations in the office
because they simply don’t know what to say. Thankfully, Green does—and in this
incredibly helpful book, she tackles the tough discussions you may need to have
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during your career. You’ll learn what to say when • coworkers push their work on
you—then take credit for it • you accidentally trash-talk someone in an email then
hit “reply all” • you’re being micromanaged—or not being managed at all • you
catch a colleague in a lie • your boss seems unhappy with your work • your
cubemate’s loud speakerphone is making you homicidal • you got drunk at the
holiday party Praise for Ask a Manager “A must-read for anyone who works . . .
[Alison Green’s] advice boils down to the idea that you should be professional
(even when others are not) and that communicating in a straightforward manner
with candor and kindness will get you far, no matter where you work.”—Booklist
(starred review) “The author’s friendly, warm, no-nonsense writing is a pleasure
to read, and her advice can be widely applied to relationships in all areas of
readers’ lives. Ideal for anyone new to the job market or new to management, or
anyone hoping to improve their work experience.”—Library Journal (starred
review) “I am a huge fan of Alison Green’s Ask a Manager column. This book is
even better. It teaches us how to deal with many of the most vexing big and little
problems in our workplaces—and to do so with grace, confidence, and a sense of
humor.”—Robert Sutton, Stanford professor and author of The No Asshole Rule
and The Asshole Survival Guide “Ask a Manager is the ultimate playbook for
navigating the traditional workforce in a diplomatic but firm way.”—Erin Lowry,
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author of Broke Millennial: Stop Scraping By and Get Your Financial Life
Together
Four years ago, the bestselling authors of The Challenger Sale overturned
decades of conventional wisdom with a bold new approach to sales. Now their
latest research reveals something even more surprising: Being a Challenger
seller isn't enough. Your success or failure also depends on who you challenge.
Picture your ideal customer: friendly, eager to meet, ready to coach you through
the sale and champion your products and services across the organization. It
turns out that's the last person you need. Most marketing and sales teams go
after low-hanging fruit: buyers who are eager and have clearly articulated needs.
That's simply human nature; it's much easier to build a relationship with someone
who always makes time for you, engages with your content, and listens
attentively. But according to brand-new CEB research--based on data from
thousands of B2B marketers, sellers, and buyers around the world--the highestperforming teams focus their time on potential customers who are far more
skeptical, far less interested in meeting, and ultimately agnostic as to who wins
the deal. How could this be? The authors of The Challenger Customer reveal that
high-performing B2B teams grasp something that their average-performing peers
don't: Now that big, complex deals increasingly require consensus among a wide
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range of players across the organization, the limiting factor is rarely the
salesperson's inability to get an individual stakeholder to agree to a solution.
More often it's that the stakeholders inside the company can't even agree with
one another about what the problem is. It turns out only a very specific type of
customer stakeholder has the credibility, persuasive skill, and will to effectively
challenge his or her colleagues to pursue anything more ambitious than the
status quo. These customers get deals to the finish line far more often than
friendlier stakeholders who seem so receptive at first. In other words, Challenger
sellers do best when they target Challenger customers. The Challenger
Customer unveils research-based tools that will help you distinguish the "Talkers"
from the "Mobilizers" in any organization. It also provides a blueprint for finding
them, engaging them with disruptive insight, and equipping them to effectively
challenge their own organization.
"A classic."–Jay Conrad Levinson, author of Guerrilla Marketing Chet Holmes has
been called "one of the top 20 change experts in the country." His advice starts
with one simple concept: focus! Instead of trying to master four thousand
strategies to improve your business, zero in on the few essential skill areas that
make the big difference—and practice them over and over with pigheaded
discipline. The Ultimate Sales Machine shows you how to tune up and soup up
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virtually every part of your business by spending just an hour per week on each
impact area you want to improve. Like a tennis player who hits nothing but
backhands for a few hours a week to perfect his game, you can systematically
improve each key area. With his real-life examples and a trademark tell-it-like-it-is
style, Holmes offers proven strategies for: • Management: Teach your people
how to work smarter, not harder • Marketing: Get more bang from your Web site,
advertising, trade shows, and public relations • Sales: Perfect every sales
interaction by working on sales, not just in sales The Ultimate Sales Machine will
put you and your company on a path to success and help you stay there!
Now a New York Times bestseller! From the author of Truths I Never Told You,
Before I Let You Go, and the upcoming The Warsaw Orphan, Kelly Rimmer’s
powerful WWII novel follows a woman’s urgent search for answers to a family
mystery that uncovers truths about herself that she never expected. “Kelly
Rimmer has outdone herself. I thought that Before I Let You Go was one of the
best novels I had ever read…If you only have time to read one book this year The
Things We Cannot Say should be that book. Keep tissues handy.”—Fresh Fiction
“Fans of The Nightingale and Lilac Girls will adore The Things We Cannot Say.”
—Pam Jenoff, New York Times bestselling author In 1942, Europe remains in the
relentless grip of war. Just beyond the tents of the Russian refugee camp she
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calls home, a young woman speaks her wedding vows. It’s a decision that will
alter her destiny…and it’s a lie that will remain buried until the next century. Since
she was nine years old, Alina Dziak knew she would marry her best friend,
Tomasz. Now fifteen and engaged, Alina is unconcerned by reports of Nazi
soldiers at the Polish border, believing her neighbors that they pose no real
threat, and dreams instead of the day Tomasz returns from college in Warsaw so
they can be married. But little by little, injustice by brutal injustice, the Nazi
occupation takes hold, and Alina’s tiny rural village, its families, are divided by
fear and hate. Then, as the fabric of their lives is slowly picked apart, Tomasz
disappears. Where Alina used to measure time between visits from her beloved,
now she measures the spaces between hope and despair, waiting for word from
Tomasz and avoiding the attentions of the soldiers who patrol her parents’ farm.
But for now, even deafening silence is preferable to grief. Slipping between Nazioccupied Poland and the frenetic pace of modern life, Kelly Rimmer creates an
emotional and finely wrought narrative. The Things We Cannot Say is an
unshakable reminder of the devastation when truth is silenced…and how it can
take a lifetime to find our voice before we learn to trust it. Don't miss Kelly
Rimmer's new and unforgettable novel, The Warsaw Orphan.
When you provide a service you believe in-one with the power to change lives for
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the better-you'll approach your work with a sense of joy. The business side of
things, however, might be a different story. Most of us weren't taught how to run
a business when we learned our craft, so a few years in, you might be short on
clients and light on revenue. The thought of marketing yourself to attract new
business feels like a step outside of integrity you don't want to make. It doesn't
have to be this way, though.When you learn how to communicate your value to
the world, everything changes. In None of Your Business, Shawn Dill and Lacey
Book share strategies on marketing, sales, mindset, and entrepreneurship that
will help you reach more people, grow your business, and create the lifestyle
you've always dreamed about. You'll see that adding new clients is about sharing
your heart and learn that success is not about taking from the world, but rather
giving back what you get to support those who supported you.
"Lays out the reasons for the recent shift in customer mindset and expectation,
illustrates the many ways that companies inadvertently drive customers and
prospects to competitors, and offers creative strategies and tactics to attract and
retain new prospects"-The small business guru behind Duct Tape Marketing shares his most valuable
lesson: how to get your customers to do your best marketing for you. The power
of glitzy advertising and elaborate marketing campaigns is on the wane; word- ofPage 13/32
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mouth referrals are what drive business today. People trust the recommendation
of a friend, family member, colleague, or even stranger with similar tastes over
anything thrust at them by a faceless company. Most business owners believe
that whether customers refer them is entirely out of their hands. But science
shows that people can't help recommending products and services to their
friends-it's an instinct wired deep in the brain. And smart businesses can tap into
that hardwired desire. Marketing expert John Jantsch offers practical techniques
for harnessing the power of referrals to ensure a steady flow of new customers.
Keep those customers happy, and they will refer your business to even more
customers. Some of Jantsch's strategies include: -Talk with your customers, not
at them. Thanks to social networking sites, companies of any size have the
opportunity to engage with their customers on their home turf as never before-but
the key is listening. -The sales team is the most important part of your marketing
team. Salespeople are the company's main link to customers, who are the main
source of referrals. Getting them on board with your referral strategy is critical.
-Educate your customers. Referrals are only helpful if they're given to the right
people. Educate your customers about whom they should be talking to. The
secret to generating referrals lies in understanding the "Customer Referral
Cycle"-the way customers refer others to your company who, in turn, generate
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even more referrals. Businesses can ensure a healthy referral cycle by moving
customers and prospects along the path of Know, Like, Trust, Try, Buy, Repeat,
and Refer. If everyone in an organization keeps this sequence in mind, Jantsch
argues, your business will generate referrals like a well-oiled machine. This
practical, smart, and original guide is essential reading for any company looking
to grow without a fat marketing budget.
Land your next customer with total confidence you’ll keep them for the long-term. Keep Your
Customers shares a fresh perspective on the old problem of customer relations. Ali Cudby
shares with business leaders how to set up customer engagement for loyalty with a company
culture to support it. Keep Your Customers provides from real-world consumer behavior
stories, business best practices and CEO-led case studies featuring industries ranging from
technology (ClusterTruck, PERQ), consumer packaged goods (Soapbox) and retail (Esprit de
la Femme, Urban Stems). Interviews with renown venture capitalists Mark Suster and Kara
Nortman of Upfront Ventures, Square Capital executive Jackie Reses, and indie music
Shudder To Think’s frontman Craig Wedren are also featured. Forward by Springboard
Enterprises Founder Kay Koplovitz. Keep Your Customers is ideal for business leaders who
want to grow without being stuck in the endless grind of new customer acquisition. It shares
the strategies and tactics that boost long-term customer value. Who can benefit from reading
Keep Your Customers? Business Leaders interested in tying consumer behavior to customer
retention through brand loyalty. Entrepreneurs looking to crack the customer relations mystery
wide open while they grow their business - not losing clients. Managers and leaders at all
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levels in all industries who want to improve communication skills across their teams while
massively improving the overall customer experience in ways that actually make a difference.
Looking to improve your customer experience? These 68 strategies will show you how to stand
out from your competitors, whatever your business. Full of practical tips, inspiring insights and
interviews with a wide range of leaders and entrepreneurs, How to Wow reveals all you need
to deliver a world-class customer experience. Covering both the customer and business side of
the equation, you’ll learn how to attract new customers, design a leading customer experience
and quickly resolve a wide range of problems, plus much more. Don’t let your business fall
behind, look inside and take your customer experience to the next level. “Essential and
powerful insights for everyone who aspires to map out and enhance the customer journey and
drive growth.” Keith Lewis, COO, Matchtech Group plc “At last – a book that provides practical
ways of delivering the superior experience that today’s customers demand.” Olivier Njamfa,
Co-Founder and CEO of customer experience software company Eptica
The Most Practical Book on Negotiating Ever Written Negotiating is an art. It's complicated. To
become an exceptional negotiator traditionally requires years of experience in negotiations. But
that doesn't mean that most people can't quickly and easily learn proven negotiating skill and
techniques if someone shows them what to do. This book does exactly that. Never Lose Again
reveals a simple but remarkably effective set of fifty questions that anyone can immediately
use to become far better negotiators. The fifty questions apply to all types of negotiation
situations, from conflicts like buying a home or car to business transactions of all kinds. Each
question has been designed to put you in the best position possible, helping you to avoid
tricks, break deadlocks, discover conflict and dispute resolutions, and find hidden deals in all
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types of negotiations. No other book on the market distills the key negotiation principles into
such a simply, effective, and instantly usable form. By learning to use these questions, you can
start thinking like expert negotiators and make better deals for yourself, your family, and your
business.
Think you know your customers? You better be more assured than just thinking you do,
because your success depends on it! The best companies in the world first research
exhaustively what their customers desire, and then they deliver it in memorable and deeply
human experiences--resulting in success previously believed to be unachievable. So once
again, how well do you know your customers?In a hyperconnected economy that is radically
changing consumer expectations, this vital expectation for any successful business is not
always easy. But in What Customers Crave, author and business strategist Nicholas Webb
simplifies this critical task into being able to confidently answer two questions: What do your
customers love? What do they hate?Jam-packed with tools and examples, this must-have
resource helps businesses reinvent how they engage with customers (both physical and
virtual). Learn how to:• Gain invaluable insights into who your customers are and what they
care about• Use listening posts and Contact Point Innovation to refine customer types•
Engineer experiences for each micromarket that are not only exceptional, but insanely
relevant• Connect across the five most important touchpoints• Co-create with your customers•
And more!It’s time to reinvent the ways you engage with your customers. Because when you
learn to provide for them exactly what they want, they not only bring along their wallets but
those belong to their friends as well!
Accelerate sales and improve customer experience Every day, most working professionals
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entrust their most important messages to a form of communication that doesn't build trust,
provide differentiation, or communicate clearly enough. It's easy to point to the sheer volume of
emails, text messages, voicemails, and even social messaging as the problem that reduces
our reply rates and diminishes our effectiveness. But the faceless nature of that communication
is also to blame. Rehumanize Your Business explains how to dramatically improve
relationships and results with your customers, prospects, employees, and recruits by adding
personal videos to emails, text messages, and social messages. It explains the what, why, and
how behind this new movement toward simple, authentic videos—and when to replace some of
your plain, typed-out communication with webcam and smartphone recordings. • Restore faceto-face communication for clarity and connection • Add a personal, human touch to your
emails and other messages • Meet people who’ve sent thousands of videos • Learn to
implement your own video habit in an easy, time-saving way • Boost your replies,
appointments, conversion, referrals, and results dramatically If you’re ready to influence,
teach, sell, or serve in a more personal way, Rehumanize Your Business is your guide.
The essential guide to making customer experience the ultimate competitive advantage.
Scott McKain, award-winning speaker and author, explains how to move beyond being
distinctive and to take your brand and business to the next level, to become iconic by knowing
your customer and audience and providing the Ultimate Customer Experience every time.
What if merely “standing out” from your competition isn’t enough to take your brand and
business to the highest level? How do you become an iconic organization or leader? Being
distinctive in the marketplace used to be the pinnacle of success. In today’s global
marketplace, that mountain has become significantly more difficult to climb. And, with the
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explosion of social media, the competition for attention -- and customers -- is more intense
than ever before. Standing out is not only more challenging than ever, it now has less of an
impact on sustained growth. To be a lasting company, leader, or brand on a positive trajectory
today, one must become iconic. In his new book, ICONIC, award-winning author and speaker
Scott McKain examines what an iconic organization or leader is -- and helps you attain and
retain that rare status. If your company has slipped in its standing (for example, think Sears or
Nokia), McKain teaches you how you can regain your position. This is accomplished through
unconventional ideas such as: • Go negative for greater success • Do not “underpromise/over-deliver” • Quit selling your products and services ICONIC is filled with insightful
advice and practical examples. It’s not a book merely expressing an unproven, unrealistic
theory. ICONIC teaches the critical, specific steps required to attain the highest level of
distinction. Each chapter includes study questions to be used in company-wide or
departmental focus groups to help you achieve iconic status. And, the examples used are not
merely another recitation of praise for Starbucks, Apple, Google, Southwest, and Amazon. You
will discover the only two factors upon which customers and employees judge your
organization. You’ll meet and learn from the millionaire chimney sweep…the valet parking
attendant building an iconic craft brewery…the single store steakhouse in the Midwest with
higher revenue than New York City’s famed Tavern on the Green…and many more. ICONIC
delivers powerful, practical, and precise steps for anyone from a Fortune 500 CEO to a soloentrepreneur. From major industries to network marketing, there are critical insights awaiting
you in ICONIC. The goal of this book is to is to help you and your organization achieve iconic
status through sound research and practical wisdom. After reading ICONIC, you will be ready
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to take your business to the highest level.
Award-winning speaker and business consultant Joey Coleman teaches audiences and
companies all over the world how to turn a one-time purchaser into a lifelong customer.
Coleman's theory of building customer loyalty isn't about focusing on marketing or closing the
sale: It's about the First 100 Days® after the sale and the interactions the customer
experiences. While new customers experience joy, euphoria, and excitement, these feelings
quickly shift to fear, doubt, and uncertainty as buyer's remorse sets in. Across all industries,
somewhere between 20%-70% of newly acquired customers will stop doing business with a
company with the first 100 days of being a new customer because they feel neglected in the
early stages of customer onboarding. In Never Lose a Customer Again, Coleman offers a
philosophy and methodology for dramatically increasing customer retention and as a result, the
bottom line. He identifies eight distinct emotional phases customers go through in the 100 days
following a purchase. From an impulse buy at Starbucks to the thoughtful purchase of a first
house, all customers have the potential to experience the eight phases of the customer
journey. If you can understand and anticipate the customers' emotions, you can apply a myriad
of tools and techniques -- in-person, email, phone, mail, video, and presents -- to cement a
long and valuable relationship. Coleman's system is presented through research and case
studies showing how best-in-class companies create remarkable customer experiences at
each step in the customer lifecycle. In the "Acclimate" stage, customers need you to hold their
hand and over-explain how to use your product or service. They're often too embarrassed to
admit they're confused. Take a cue from Canadian software company PolicyMedical and their
challenge of getting non-technical users to undergo a complex installation and implementation
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process. They turned a series of project spreadsheets and installation manuals into a beautiful
puzzle customers could assemble after completing each milestone. In the "Adopt" stage,
customers should be welcomed to the highest tier of tribal membership with both public and
private recognitions. For instance, Sephora's VIB Rogue member welcome gift provides a
metallic membership card (private recognition) and a members-only shade of lipstick (for public
display). In the final stage, "Advocate," loyal customers and raving fans are primed to provide
powerful referrals. That's how elite entrepreneurial event MastermindTalks continues to sell-out
their conference year after year - with zero dollars spent on marketing. By surprising their loyal
fans with amazing referral bonuses (an all-expenses paid safari?!) they guarantee their
community will keep providing perfect referrals. Drawing on nearly two decades of consulting
and keynoting, Coleman provides strategies and systems to increase customer loyalty.
Applicable to companies in any industry and of any size (whether measured in employee
count, revenue, or total number of customers), implementing his methods regularly leads to an
increase in profits of 25-100%. Working with well-known clients like Hyatt Hotels, Zappos, and
NASA, as well as mom-and-pop shops and solo entrepreneurs around the world, Coleman's
customer retention system has produced incredible results in dozens of industries. His
approach to creating remarkable customer experiences requires minimal financial investment
and will be fun for owners, employees, and teams to implement. This book is required reading
for business owners, CEOs, and managers - as well as sales and marketing teams, account
managers, and customer service representatives looking for easy to implement action steps
that result in lasting change, increased profits, and lifelong customer retention.

From Mike Michalowicz, bestselling author of Profit First, Clockwork, and Fix This
Page 21/32

Read Free Never Lose A Customer Again Turn Any Sale Into Lifelong
Loyalty In 100 Days
Next, a practical and proven guide to standing out in a crowded market. Many
business owners are frustrated because they feel invisible in a crowded
marketplace. They know they are better than their competitors, but when they
focus on that fact, they get little in return. That's because, to customers, better is
not actually better. Different is better. And those who market differently, win. In
his new marketing book, Mike Michalowicz offers a proven, no-bullsh*t method to
position your business, service, or brand to get noticed, attract the best
prospects, and convert those opportunities into sales. Told with the same humor
and straight-talk that's gained Michalowicz an army of ardent followers, with
actionable insights drawn from stories of real life entrepreneurs, this book lays
out a simple, doable system based on three critical questions every entrepreneur
and business owner must ask about their marketing: 1. Does it differentiate? 2.
Does it attract? 3. Does it direct? Get Different is a game-changer for everyone
who struggles to grow because their brand, message, product or service doesn't
stand out and connect with customers--the long-anticipated answer to the
defining business challenge of our time.
The author of Getting Things Done makes recommendations for altering one's
perspectives in order to see life as a game that can be won, offering suggestions
for handling information overload, achieving focus, and trusting oneself while
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making decisions. 125,000 first printing.
The new way to transform a sales culture with clarity, authenticity, and emotional
intelligence. Too often, the sales process is all about fear. Customers are afraid
that they will be talked into making a mistake; salespeople dread being unable to
close the deal and make their quotas. No one is happy. Mahan Khalsa and
Randy Illig offer a better way. Salespeople, they argue, do best when they focus
100 percent on helping clients succeed. When customers are successful, both
buyer and seller win. When they aren't, both lose. It's no longer sufficient to get
clients to buy; a salesperson must also help the client reduce costs, increase
revenues, and improve productivity, quality, and customer satisfaction. This book
shares the unique FranklinCovey Sales Performance Group methodology that
will help readers: · Start new business from scratch in a way both salespeople
and clients can feel good about · Ask hard questions in a soft way · Close the
deal by opening mindsClose the deal by opening minds
This book is for everyone who needs to write copy that sells – including
copywriters, freelancers, and entrepreneurs. Writing copy that sells without
seeming “salesy” can be tough, but is an essential skill. How To Write Copy That
Sells supplies specific copywriting techniques for everything from email
marketing, web sites, and social media, to traditional media ads and direct mail.
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Acclaimed Canadian poet Steven Price has conjured a stunning debut novel that
explores what we ask from each other, and how much we are prepared to give.
Set in the city of Victoria, British Columbia, Into That Darkness opens at the
moment when a massive earthquake hits the entire west coast with devastating
results. Amid the destruction of the city, survivors are left to negotiate a calamity
in which bonds of civility are pushed to their limits and often broken. When Arthur
Lear hears a voice crying in the rubble, he finds himself descending deep under a
collapsed building in a desperate attempt to save a young boy and his mother.
But what he discovers there will change him forever — as circumstances lead him
across the city’s broken landscape, through the chaos of its hospitals and
streets, in a harrowing search for the mother’s lost daughter. Over the days that
follow, Lear’s very sense of humanness will be tested and compromised, as he
faces the limits of himself and his fellow survivors, in his long journey home. A
novel for our age of anxiety and fear, Steven Price delivers a powerful story
about the physical manifestation of the darker things lurking in our culture, in
ourselves.
Investigating the discovery of an extraordinary map of China in Oxford's Bodleian
Library that was delivered in 1659 by Mr. Selden, the author travels halfway
around the world to reveal unexpected historical connections that offer insight
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into the power and meaning a single map can hold.
Does it feel like you work in a "red ocean filled with sharks?" Eat or be eaten.
Fierce competition. Continual battling over scarce resources. What if there was
another path? What if you could create your own blue oasis where profits are
higher, marketing is as natural as breathing, and competition is nearly
nonexistent? This nirvana can be a reality when you practice the principles of
Giftology. In this unusual un-marketing resource you'll discover... *Why Giftology
isn't an expense...it's an investment that can pay off with huge dividends. *How to
practice Giftology on a tight budget... it's easy and very effective. *How Giftology
turns existing clients into your best salespeople. *Why (and how) gifts with a
relatively low value can trump something expensive. *When is the best time to
send gifts? (The answer may surprise you.) *How to unleash a "Referral Factory,"
a small army of influencers vouching for you--no gimmicks, no catches. *Find out
how Giftology can transform your supply chain. *The ten worst gifts... definitely
avoid these. (This info's available in the expanded bonus resource. Just click the
link inside! It's my gift to you.) The average person is hit with at least thirty
thousand messages a day, courtesy of that "red ocean filled with sharks."
Giftology neutralizes that deadly philosophy and equips you with every tool you
need to make your message a priority. Every time. Get your copy today!
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In 2009, BlackBerry controlled half of the smartphone market. Today that number
is one percent. What went so wrong? Losing the Signal is a riveting story of a
company that toppled global giants before succumbing to the ruthlessly
competitive forces of Silicon Valley. This is not a conventional tale of modern
business failure by fraud and greed. The rise and fall of BlackBerry reveals the
dangerous speed at which innovators race along the information superhighway.
With unprecedented access to key players, senior executives, directors and
competitors, Losing the Signal unveils the remarkable rise of a company that
started above a bagel store in Ontario. At the heart of the story is an unlikely
partnership between a visionary engineer, Mike Lazaridis, and an abrasive
Harvard Business school grad, Jim Balsillie. Together, they engineered a
pioneering pocket email device that became the tool of choice for presidents and
CEOs. The partnership enjoyed only a brief moment on top of the world,
however. At the very moment BlackBerry was ranked the world's fastest growing
company internal feuds and chaotic growth crippled the company as it faced its
gravest test: Apple and Google's entry in to mobile phones. Expertly told by
acclaimed journalists, Jacquie McNish and Sean Silcoff, this is an entertaining,
whirlwind narrative that goes behind the scenes to reveal one of the most
compelling business stories of the new century.
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In the spirit of business/self-help hits such as Darren Hardy's The Compound
Effect, a simple formula for productivity and success, from a prominent sports
psychologist and a star business coach who join forces to offer seven
fundamental skills for improving your habits and achieving peak performance in
work and life.
NEW CUSTOMERS ARE WAITING... FIND THEM ON FACEBOOKFacebook
makes it easy for businesses like yours to share photos, videos, and posts to
reach, engage, and sell to more than 1 billion active users. Advertising expert
Perry Marshall is joined by co-authors Keith Krance and Thomas Meloche as he
walks you through Facebook Advertising and its nuances to help you pinpoint
your ideal audience and gain a ten-fold return on your investment. Now in its third
edition, Ultimate Guide to Facebook Advertising takes you further than Facebook
itself by exploring what happens before customers click on your ads and what
needs to happen after—10 seconds later, 10 minutes later, and in the following
days and weeks. You'll discover how to: Maximize your ad ROI with newsfeeds,
videos, and branded content Create custom audiences from your contact lists,
video views, and page engagement Use the Facebook Campaign Blueprint
proven to generate your first 100 conversions Boost your Facebook ads using the
Audience Network and Instagram Follow the three-step formula for successful
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video ads Maximize campaigns and increase conversions on all traffic to your
website Track and retarget engaged users by leveraging the Power of the Pixel
Make every page on your website 5-10 percent more effective overnight "If
anybody can make practical sense of Facebook for marketers, it's Perry. He has
his finger on its truth—as advertising media, not social media. He also realizes
there is a short window of time during which it offers greatest opportunity. He
identified this with Google AdWords. Now, this book shows how to capitalize on
ideal timing with this media. Finally, he is a well-disciplined direct-response
practitioner who holds this accountable for ROI. I bestow my 'No B.S.' blessing."
—Dan S. Kennedy, legendary direct marketing advisor and author of the No B.S.
series.
What are you doing to build customer retention for your company? Customers
have specific needs and priorities. While satisfaction provides an initial focus for
companies pursuing a quality initiative, customer retention represents a
dramatically more cost-effective, profitable, and quality-centered set of activities.
This book helps you learn 'why, ' and more importantly, 'how' to keep customers
within your business. "Customer Retention" introduces you to the results that can
be attained by creating aggressive and on-going customer retention practices.
This results-focused book is packed with material that will tell you ways to create
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a customer loyalty and partnership mindset that yields a stronger, more pliant
culture, higher levels of quality, and an attractive bottom line for your company.
Company retention isn't a new paradigm, just a better one. -- From publisher's
description.
Offers strategies for turning customer satisfaction into customer loyalty,
emphasizing the importance of word-of-mouth advertising
Your company would not be where it’s at today without your loyal customers.
And yet how much time is spent toward improving and increasing value among
your steady core versus the time--and money!--spent on obtaining new leads,
getting through closed doors, and eventually realizing you’ve been beating a
dead horse that is not going to win any races for you? Why do so many
companies take valuable time and resources away from focusing on their
heartbeat and go off on mad pursuits of hypotheticals that have already proven to
have a remarkably low ROI?Evergreen exposes this nonsensical chase for what
it is: a brief spike in metrics and an ongoing revenue drain, as one-time
customers fail to return. It then proposes that the better solution is to shift
resources from attracting new customers to engaging the base--every
company’s path to stable growth, season after season. The entertaining stories
and action steps weaved throughout these pages reveal how anyone can: •
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Cultivate the 3Cs of evergreen companies: character, community, and content•
Build loyalty programs that turn satisfied customers into enthusiastic advocates•
Nurture profitable customers while pruning those who sap time and money•
Inject authenticity into social media communications• Invert the expectations gap
that can drive customers awayNo matter the business--whether it is a tech
software giant or a mom-and-pop laundromat, customer retention is the key to
sustaining success. Evergreen will help you turn satisfied customers into
enthusiastic advocates and steady profits.
The definitive “Customer Success Manager How-To-Guide” for the CSM
profession from Gainsight, who brought you the market-leading Customer
Success The Customer Success Manager has become a critical asset to
organizations across the business landscape. As the subscription model has
spread from the cloud and SaaS to more sectors of the economy, that pivotal role
will only grow in importance. That’s because if you want to compete and thrive in
this new environment, you need to put the customer at the center of your
strategy. You need to recognize you’re no longer selling just a product. You’re
selling an outcome. Customer Success Managers (CSM) are committed to
capturing and delivering those outcomes by listening to their customers,
understanding their needs, and adapting products and services to drive success.
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Although several existing resources address the customer success imperative,
there is no authoritative instruction manual for the CSM profession—until now. The
Customer Success Professional’s Handbook is the definitive reference book for
CSMs and similar roles in the field. This practical, first-of-its-kind manual fills a
significant gap in professional customer success literature, providing the
knowledge every CSM needs to succeed—from the practitioner level all the way to
senior leadership. The authors—acknowledged experts in building, training, and
managing Customer Success teams—offer real-world guidance and practical
advice for aspiring and experienced CSMs alike. The handbook is written by
practioners for practioners. An indispensable resource for front-line Customer
Success Managers, this much-needed book: Demonstrates how to build,
implement, and manage a Customer Success team Helps new CSMs develop
their skills and proficiency to be more employable and grow in their careers
Provides clear guidance for managers on how to hire a stellar CSM Presents
practical tactics needed to drive revenue growth during renewal, expansion, and
customer advocacy opportunities Explains proven methods and strategies for
mentoring CSMs throughout their careers Offers valuable insights from
Gainsight, the Customer Success Company, and the broader customer success
community with more than a dozen of the industry’s most respected leaders
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contributing their perspectives Currently, with over 70,000 open positions,
Customer Success Manager in one of the fastest-growing jobs in the world. The
Customer Success Professional’s Handbook: How to Thrive in One of the
World's Fastest Growing Careers—While Driving Growth For Your Company will
prove to be your go-to manual throughout every stage of your CSM career.
Famous for her avant-garde outfits, over-the-top performances, and addictive
dance beats, Lady Gaga is one of the most successful pop musicians of all time.
But behind her showmanship lies another achievement: her wildly successful
strategy for attracting and keeping insanely loyal fans. She's one of the most
popular social media voices in the world with more than 33 million Twitter
followers and 55 million Facebook fans. And she got there by methodically
building a grassroots base of what she calls her "Little Monsters" - passionate
fans who look to her not just for music but also for joy, inspiration, and a sense of
community.
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