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Praise for the first edition:

"Peppers and Rogers do a beautiful job of integrating actionable frameworks, the
thinking of other leadersin the field, and best practices from leading-edge
companies.

"—Dr. Hugh J. Watson, C. Herman and Mary Virginia Terry Chair of

Business Administration, Terry College of Business, University of Georgia

"Peppers and Rogers have been the vanguard for the developing field of

customer relationship management, and in this book, they bring their wealth of
experience and knowledge into academic focus. This text successfully centers the
development of the field and its theories and methodol ogies squarely within the
broader context of enterprise competitive theory. It is a must-have for educators
of customer relationship management and anyone who considers customer-
centric marketing the cornerstone of sound corporate strategy."

—Dr. Charlotte Mason, Department Head, Director, and Professor,
Department of Marketing and Distribution, Terry College of Business,
University of Georgia

"Don and Martha have done it again! The useful concepts and rich case studies
revealed in Managing Customer Relationships remove any excuse for those of us
responsible for actually delivering one-to-one customer results. Thisisthe
ultimate inside scoop!"

—Roy Barnes, Formerly with Marriott, now President, Blue Space
Consulting

"Thisis going to become the how-to book on developing a customer-driven
enterprise. The marketplace is so much in need of this road map!”
—MikeHenry, Leader for Consumer Insightsat Acxiom
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"Every company has customers, and that's why every company needs a reference
guide like this. Peppers and Rogers are uniquely qualified to provide us with the
top textbook on the subject, and the essential tool for the field they helped to

create."
—David Reibstein, William Stewart Woodside Professor of Marketing, The

Wharton School, University of Pennsylvania
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Editorial Review

From the Inside Flap

"No company can succeed without customers. If you don't have customers, you don't have abusiness. Y ou
have a hobby."

—From Managing Customer Relationships, Second Edition

Now fully revised and updated with new examples, case studies, and references with contributing works
from industry leaders and academic experts, Managing Customer Relationshipsis one of the first books
designed to develop an understanding of the pedagogy of managing customer relationships. With an
emphasis on customer strategies and building customer value, the Second Edition focuses on marketing
accountability and metrics and advanced customer valuation approaches, including Return on Customer. The
new edition offersafull discussion of the influence of social networking on customer empowerment and
customer relationship management (CRM).

In Managing Customer Relationships, Second Edition, Don Peppers and Martha Rogers, credited with
founding the customer-rel ationship revolution in 1993 when they coined the term "one-to-one marketing,"
provide the foundational overview of what it takes to keep customers coming back, presenting world-class
guidance on:

- The technology revolution and the customer revolution

- Tools of interactivity and customization to build learning relationships

- The importance of privacy and customer feedback

- Customer insight, dialogue, and social media

- Therole of interconnectivity and socia networking on building trusting relationships
- Essential qualitiesin afirm's customer relationship leaders

In today's competitive marketplace, managing customer relationships (and CRM) has become critical to a
company's profitability and long-term success. To become more customer-focused, skilled managers, IT
professionals, and marketing executives must understand how to build profitable rel ationships with each
customer and how to make everyday managerial decisions that increase the value of a company by
increasing the value of the customer base.

With contributions from academic and industry |eaders, Peppers and Rogers incorporate many of the
principles of individualized customer relationships that they are best known for, equipping professionals with
techniques every company can put to use in sharpening its competitive advantage.

From the Back Cover
Praise for Managing Customer Relationships
A Strategic Framework

"Peppers and Rogers do a beautiful job of integrating actionable frameworks, the thinking of other leadersin
the field, and best practices from leading-edge companies.”

?Dr. Hugh J. Watson, C. Herman and Mary Virginia Terry Chair of Business Administration, Terry College
of Business, University of Georgia



"Peppers and Rogers have been the vanguard for the developing field of customer relationship management,
and in this book they bring their wealth of experience and knowledge into academic focus. This text
successfully centers the development of the field and its theories and methodol ogies squarely within the
broader context of enterprise competitive theory. It isa ?must-have? for educators of customer relationship
management and anyone who considers customer-centric marketing the cornerstone of sound corporate
strategy."

?Dr. Charlotte Mason

Associate Professor of Marketing, Kenan-Flagler Business School, University of North Carolina

"Don and Martha have done it again! The useful concepts and rich case studies revealed in Managing
Customer Relationships remove any excuse for those of us responsible for actually delivering one-to-one
customer results. Thisisthe ultimate inside scoop!"

7Roy Barnes

Senior VP of Customer Strategy, Marriott Vacation Club International

"Every company that has customers has needed a reference guide like this for along time. Peppers and
Rogers are uniquely qualified to provide this essential tool for the field they helped to create.”

2Jim Ryan

CEO, Carlson Marketing Group

"Thisis going to become the how-to book on developing a customer driven enterprise. The marketplace is so
much in need of this roadmap!"
?Mike Henry, President and CEO, Equitec

About the Author

DON PEPPERS isaFounding Partner at Peppers & Rogers Group. He is aformer CEO of atop-20 direct
marketing agency. Heis aglobally respected thought leader, futurist, and consultant. He holds a degree in
astronautical engineering from the U.S. Air Force Academy and a master'sin public affairs from Princeton
University's Woodrow Wilson School. His popular blog, "Peppers Unplugged,” can be found at
www.1tolmedia.com.

MARTHA ROGERS s aFounding Partner at Peppers & Rogers Group and isin demand for speaking and
thought leadership on six continents. Sheis also an adjunct professor at the Fugua School of Business at
Duke University. She earned her PhD at University of Tennessee as a Bickel Fellow, and has led multi-year,
multimillion-dollar research programs.

PEPPERS and ROGERS have published eight best-selling books and are "aways working on the next
one." Their first book, The One to One Future, was hamed "Book of the Year" by Tom Peters and "one of
the two or three most important business books ever written" by George Gendren, then editor of Inc. Their
second book, Enterprise One to One, was given afive-star rating by the Wall Sreet Journal. The books
appear in nineteen languages. They have also published in Harvard Business Review and other academic
publications.

Users Review

From reader reviews:



Doris Seavey:

The book Managing Customer Relationships: A Strategic Framework can give more knowledge and also the
precise product information about everything you want. So why must we leave the great thing like a book
Managing Customer Relationships: A Strategic Framework? Several of you have a different opinion about
reserve. But one aim that will book can give many datafor us. It is absolutely correct. Right now, try to
closer together with your book. Knowledge or data that you take for that, you are able to give for each other;
it ispossible to share all of these. Book Managing Customer Relationships: A Strategic Framework has
simple shape however you know: it has great and big function for you. Y ou can seem the enormous world by
open and read a book. So it is very wonderful.

TracieBerry:

Book isto be different per grade. Book for children right up until adult are different content. As you may
know that book is very important for people. The book Managing Customer Relationships: A Strategic
Framework has been making you to know about other know-how and of course you can take more
information. It is rather advantages for you. The reserve Managing Customer Relationships: A Strategic
Framework is not only giving you more new information but also being your friend when you feel bored.
Y ou can spend your own personal spend time to read your publication. Try to make relationship with the
book Managing Customer Relationships: A Strategic Framework. Y ou never truly feel lose out for
everything if you read some books.

Tiffany Lyons.

The publication with title Managing Customer Relationships: A Strategic Framework posesses alot of
information that you can find out it. Y ou can get alot of profit after read this book. This particular book exist
new information the information that exist in this guide represented the condition of the world at this point.
That isimportant to yo7u to find out how the improvement of the world. This book will bring you with new
era of theinternationalization. Y ou can read the e-book on the smart phone, so you can read the idea
anywhere you want.

Sarah Acres:;

Aswe know that book is important thing to add our information for everything. By a publication we can
know everything we wish. A book isapair of written, printed, illustrated or perhaps blank sheet. Every year
has been exactly added. This publication Managing Customer Relationships: A Strategic Framework was
filled concerning science. Spend your time to add your knowledge about your technology competence. Some
people has diverse feel when they reading some sort of book. If you know how big selling point of a book,
you can sense enjoy to read areserve. In the modern eralike currently, many waysto get book that you just
wanted.
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