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Synopsis

This Harvard Business Review Paperback, and its companion volume "Seeking Customers”,
provides valuable advice on how to increase profitability through improved marketing and sales
management. "Keeping Customers" outlines seven management principles that contribute to a loyal
customer base, including such topics as targeting the customer, the importance of quality, and the
proper measurements that a business should use to gauge success. Other topics covered in
"Keeping Customers" include maintaining the customer relationship after the sale has been made,
developing a marketing strategy that keeps customers coming back, identifying opportunities to
raise profit margins while lowering costs, designing customer services that deliver, developing an
unconditional service guarantee that works, and making an "artful recovery" when a customer is
dissatified. Contributors to "Keeping Customers" include Benson P. Shapiro, Theodore Levitt, John

Quelch, James Heskett, and W. Earl Sasser, Jr.
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Customer Reviews

Since 1984, Harvard Business School Press has been dedicated to publishing the most
contemporary management thinking, written by authors and practitioners who are leading the way.
Whether readers are seeking big-picture strategic thinking or tactical problem solving, advice in
managing global corporations or for developing personal careers, HBS Press helps fuel the fire of

innovative thought. HBS Press has earned a reputation as the springboard of thought for both



established and emerging business leaders.
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