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James Heskett, Earl Sasser, and Leonard Schlesinger reveal powerful new evidence that paying close
attention to the employee-customer relationship will enable any organization to be alow-cost provider and
achieve superior results -- proving that you can have it al, agoal thought inadvisable just afew short years
ago. At the heart of this bold assertion is the authors' indisputable conclusion supported by thirty-one years
of groundbreaking research: today's employee satisfaction, loyalty, and commitment strongly influences
tomorrow's customer satisfaction, loyalty, and commitment and ultimately the organization's profit and
growth -- aquantifiable set of associations the authors call the value profit chain.

In what may be the most far-reaching study ever undertaken of the strategic importance of the employee-
customer relationship, Heskett, Sasser, and Schlesinger offer profound new insights into the life-long value
of both employees and customers and the increasingly important concept of employee-relationship
management. Readers will discover how organizations as diverse as aluminum maker Alcoa, travel agency
Rosenbluth International, and the Willow Creek Community Church treat employees like customers (in the
case of Willow Creek, volunteers as well). Conversely, the authors show how advertising agency Merkley
Newman Harty and financia services provider ING Direct treat customers like employees, pursuing the ones
they want most. At the Vanguard Group, Cisco Systems, and Southwest Airlines, both practices are
common. The authors explain how these organizations and many others -- whether large or small, public or
private, or not-for-profit -- achieve profitability and growth or the equivalent by leveraging results and
process quality to deliver differentiated products and services at the lowest cost.

Timely, essential, and important reading, The Value Profit Chain should be readily accessible on the desk of
every forward-thinking manager.
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From reader reviews:
AnalJara:

As people who live in the modest era should be upgrade about what going on or facts even knowledge to
make these people keep up with the erawhich is aways change and move forward. Some of you maybe will
probably update themselves by examining books. It is a good choice for you personally but the problems
coming to you actually isyou don't know which you should start with. This The Vaue Profit Chain: Treat
Employees Like Customers and Customers Like is our recommendation to help you keep up with the world.
Why, since this book serves what you want and need in this era.

Martin Thomas:

This The Value Profit Chain: Treat Employees Like Customers and Customers Like are reliable for you who
want to become a successful person, why. The explanation of this The Value Profit Chain: Treat Employees
Like Customers and Customers Like can be one of many great books you must have is actually giving you
more than just simple reading through food but feed a person with information that possibly will shock your
previous knowledge. This book will be handy, you can bring it almost everywhere and whenever your
conditions at e-book and printed people. Beside that this The Vaue Profit Chain: Treat Employees Like
Customers and Customers Like giving you an enormous of experience for instance rich vocabulary, giving
you test of critical thinking that could it useful in your day activity. So , let's have it and enjoy reading.

Josephine Mares:

This book untitled The Value Profit Chain: Treat Employees Like Customers and Customers Like to be one
of several booksthat will best seller in this year, here is because when you read this reserve you can get alot
of benefit onit. You will easily to buy this particular book in the book store or you can order it through
online. The publisher with this book sells the e-book too. It makes you more easily to read this book, since
you can read this book in your Smart phone. So there is nho reason to you personaly to past this publication
from your list.

Arlene Miller:

Aswe know that book is very important thing to add our information for everything. By a book we can know
everything we would like. A book isa pair of written, printed, illustrated or maybe blank sheet. Every year
had been exactly added. This e-book The Vaue Profit Chain: Treat Employees Like Customers and
Customers Like was filled concerning science. Spend your time to add your knowledge about your
technology competence. Some people has several feel when they reading any book. If you know how big
good thing about a book, you can sense enjoy to read areserve. In the modern eralike right now, many ways
to get book that you wanted.
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