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What simple innovation brought billions in new investments to Fidelity?
What basic misunderstanding was preventing Office Depot from achieving
its growth potential? What surprising insights helped the Mayo Clinic better
serve both doctors and patients?

The solution in each case was a focus on customer experience, the most
powerful—and misunderstood—element of corporate strategy today.

Customer experience is, quite simply, how your customers perceive their every
interaction with your company. It’s a fundamental business driver. Here’s proof:
over a recent five-year period during which the S&P 500 was flat, a stock
portfolio of customer experience leaders grew twenty-two percent.

In an age when customers have access to vast amounts of data about your
company and its competitors, customer experience is the only sustainable source
of competitive advantage. But how to excel at it?

Based on fourteen years of research by the customer experience leaders at
Forrester Research, Outside In offers a complete roadmap to attaining the
experience advantage. It starts with the concept of the Customer Experience
Ecosystem—proof that the roots of customer experience problems lie not just
with customer-facing employees like your sales staff, but with behind-the-scenes
employees like accountants, lawyers, and programmers, as well as the policies,
processes, and technologies that all your employees use every day. Identifying
and solving these problems has the potential to dramatically increase sales and
decrease costs.
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What simple innovation brought billions in new investments to Fidelity? What basic misunderstanding
was preventing Office Depot from achieving its growth potential? What surprising insights helped the
Mayo Clinic better serve both doctors and patients?

The solution in each case was a focus on customer experience, the most powerful—and
misunderstood—element of corporate strategy today.

Customer experience is, quite simply, how your customers perceive their every interaction with your
company. It’s a fundamental business driver. Here’s proof: over a recent five-year period during which the
S&P 500 was flat, a stock portfolio of customer experience leaders grew twenty-two percent.

In an age when customers have access to vast amounts of data about your company and its competitors,
customer experience is the only sustainable source of competitive advantage. But how to excel at it?

Based on fourteen years of research by the customer experience leaders at Forrester Research, Outside In
offers a complete roadmap to attaining the experience advantage. It starts with the concept of the Customer
Experience Ecosystem—proof that the roots of customer experience problems lie not just with customer-
facing employees like your sales staff, but with behind-the-scenes employees like accountants, lawyers, and
programmers, as well as the policies, processes, and technologies that all your employees use every day.
Identifying and solving these problems has the potential to dramatically increase sales and decrease costs.
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Editorial Review

Users Review

From reader reviews:

Phyllis Peters:

Book is actually written, printed, or descriptive for everything. You can learn everything you want by a
book. Book has a different type. To be sure that book is important matter to bring us around the world. Close
to that you can your reading talent was fluently. A guide Outside In: The Power of Putting Customers at the
Center of Your Business will make you to possibly be smarter. You can feel far more confidence if you can
know about anything. But some of you think in which open or reading the book make you bored. It is not
necessarily make you fun. Why they may be thought like that? Have you in search of best book or suited
book with you?

Tessie Springfield:

The book with title Outside In: The Power of Putting Customers at the Center of Your Business has lot of
information that you can understand it. You can get a lot of profit after read this book. This specific book
exist new understanding the information that exist in this e-book represented the condition of the world now.
That is important to yo7u to be aware of how the improvement of the world. That book will bring you in new
era of the internationalization. You can read the e-book on your own smart phone, so you can read this
anywhere you want.

David Wood:

The book untitled Outside In: The Power of Putting Customers at the Center of Your Business contain a lot
of information on that. The writer explains your girlfriend idea with easy technique. The language is very
straightforward all the people, so do not necessarily worry, you can easy to read this. The book was authored
by famous author. The author gives you in the new time of literary works. It is easy to read this book because
you can keep reading your smart phone, or gadget, so you can read the book with anywhere and anytime. If
you want to buy the e-book, you can open up their official web-site as well as order it. Have a nice study.

Patsy Phan:

You can find this Outside In: The Power of Putting Customers at the Center of Your Business by go to the
bookstore or Mall. Merely viewing or reviewing it might to be your solve problem if you get difficulties for
ones knowledge. Kinds of this e-book are various. Not only simply by written or printed but also can you
enjoy this book by e-book. In the modern era similar to now, you just looking by your mobile phone and
searching what their problem. Right now, choose your own personal ways to get more information about



your book. It is most important to arrange yourself to make your knowledge are still upgrade. Let's try to
choose proper ways for you.
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