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Customer-orientation, customer-centricity, and customer relationship management (CRM) are not new
concepts or practices. But information technology has unleashed tremendous opportunities in dealing with a
customer and in creating value to the customer. And yet the majority of CRM investments and initiatives fail
because firms do not have the appropriate orientation to serving the customer. The principal aim of this book
is to get the reader to think about th firm and the way it conducts its business in a certain way—with a
customer focus.

It is now becoming clearly evident that all firms compete on service. Providing superior service becomes a
prerequisite for any differentiation strategy to succeed. To provide superior service for a competitive
advantage requires a concrete understanding of what service-orientation means. This orientation, in the form
of frame of mind, is essential for the firm to take advantage of opportunities and to address the challenges so
as to gain a competitive advantage. For excellent service firms, the challenges and opportunities in providing
services are a constant endeavor. For others, these challenges and opportunities are not that obvious. A
complementary aim of this book, therefore, is to instill into the reader the principles of managing services.
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From reader reviews:

Steven Tran:

This Fundamentals of Customer-Focused Management: Competing through Service book is not really
ordinary book, you have it then the world is in your hands. The benefit you obtain by reading this book is
information inside this publication incredible fresh, you will get details which is getting deeper you actually
read a lot of information you will get. This particular Fundamentals of Customer-Focused Management:
Competing through Service without we recognize teach the one who reading through it become critical in
pondering and analyzing. Don't possibly be worry Fundamentals of Customer-Focused Management:
Competing through Service can bring any time you are and not make your carrier space or bookshelves'
come to be full because you can have it in the lovely laptop even telephone. This Fundamentals of
Customer-Focused Management: Competing through Service having excellent arrangement in word in
addition to layout, so you will not experience uninterested in reading.

Sharon Hollars:

People live in this new time of lifestyle always attempt to and must have the spare time or they will get large
amount of stress from both day to day life and work. So , once we ask do people have free time, we will say
absolutely indeed. People is human not just a robot. Then we ask again, what kind of activity have you got
when the spare time coming to you of course your answer will probably unlimited right. Then do you ever
try this one, reading ebooks. It can be your alternative inside spending your spare time, the particular book
you have read is definitely Fundamentals of Customer-Focused Management: Competing through Service.

Erin Kizer:

Don't be worry should you be afraid that this book will filled the space in your house, you can have it in e-
book way, more simple and reachable. This particular Fundamentals of Customer-Focused Management:
Competing through Service can give you a lot of good friends because by you investigating this one book
you have point that they don't and make a person more like an interesting person. This particular book can be
one of one step for you to get success. This reserve offer you information that maybe your friend doesn't
learn, by knowing more than some other make you to be great persons. So , why hesitate? Let us have
Fundamentals of Customer-Focused Management: Competing through Service.

Gladys Myers:

You can obtain this Fundamentals of Customer-Focused Management: Competing through Service by go to
the bookstore or Mall. Just simply viewing or reviewing it might to be your solve issue if you get difficulties
for your knowledge. Kinds of this publication are various. Not only by written or printed and also can you
enjoy this book through e-book. In the modern era just like now, you just looking from your mobile phone
and searching what your problem. Right now, choose your current ways to get more information about your
book. It is most important to arrange yourself to make your knowledge are still revise. Let's try to choose



appropriate ways for you.
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