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BECOME THE ENVY OF YOUR INDUSTRY WITH A CUSTOMER-
CENTRIC CULTURE

Winner of Marketing Book of the Year 2015 by Marketing and Sales Books

For the first time, this groundbreaking guide unlocks the secrets used by
Amazon, Virgin, Apple, Starbucks, and salesforce.com. It creates a guide for
success based on three years of scientific study drawing insights from more than
100 businesses to identify seven key factors. When implemented together these
factors have been proven to drive superior business performance. Customer
culture is as fundamental to business performance as breathing isto living. It is
the life force of your business. This applies no matter what your industry sector.

And with the evidence-based methods in this book, you can replicate their
successin your business!

The Customer Culture Imperative reveals the key disciplines of customer culture
that consistently predict enhanced, sustainable business results. Each oneis
linked to a particular strategy and drives predictable and measurable
improvements in one or more business performance factors--from innovation and
customer satisfaction to growth in sales and profits to higher rates of new-product
success. It gives you the tools to:

- Inspire everyone in the company to embrace a customer-centric culture

- Unify efforts across units by creating a " common language” for change

- Collect and measure data from your efforts and benchmark your progress
- Make change long term so you leave alegacy of an enduring business

Creating a customer-centric company takes more than making an investment in
the customer service department and systems. It's about building a culturein
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which the customer is at the heart of all decisions made within every function and
unit. What's best for the customer is what's best for business. Make that a part of
the DNA of your organization, and you will lead your company to unprecedented
success. Guaranteed.

PRAISE FOR THE CUSTOMER CULTURE IMPERATIVE

"Linden and Chris Brown have written the best book on what it takes to build a
genuine customer culturein an organization. Their framework and their stories
will inspire you to take the next step.” -- Philip Kotler, S. C. Johnson
Distinguished Professor of International Marketing at the Kellogg School of
Management at Northwestern University

"A customer-focused culture is a powerful competitive advantage. This book will
show you how to diagnose the level of a customer culture and then make the
leader ship movesto raise thislevel." -- George Day, Geoffrey T. Boisi Professor
of Marketing and Co-Director of the Mack Institute for Innovation Management,
Wharton, University of Pennsylvania

"Creating unique customer engagementsis an essential ingredient of the
'Sarbucks Experience.' Crafting an authentic cultureis essential to insuring that
all employees consistently execute and innovate the highest quality customer
experience. Linden and Chris provide a unique framework and road map to build
this culture within large and small organizations.” -- Arthur Rubinfeld, chief
creative officer and president, Global Innovation and Evolution Fresh Retail,
Starbucks

"Smart phones, smart networks, and personalized apps are changing the way
people live and work--giving control to an emerging class of globally connected
customers that have the power to shift markets. Linden and Chris Brown’s work
will help you understand what is happening and what it means to your business.”
-- David Thodey, Chief Executive Officer, Telstra

"Over the 40+ years of my lifein business | have always known that a customer
culture is the key to success. How to achieve it has been a continuous search and
challenge. This book is the clearest roadmap | have read to truly achieve a
customer culture and all the benefitsit brings.” -- John Stanhope, Chairman,
Australia Post

"Some books (alas, very rare) summarise well-researched management theory,
combined with current best practice, to deliver powerful and pragmatic
guidelines for growing shareholder value. Thisis one such book. Read it. Enjoy
it. It isa powerful contribution to best practice.” -- Malcolm MacDonald,
Emeritus Professor, Cranfield University School of Management

"Smart phones, smart networks, and personalized apps are changing the way
people live and work,giving control to an emerging class of globally connected
customers that have the power to shift markets. Linden and Chris Brown’ s work
will help you understand what is happening and what it means to your
business.” --David Thodey, Chief Executive Officer, Telstra
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guidelines for growing shareholder value. Thisis one such book. Read it. Enjoy
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"This easy to read book provides essential and unique guidance for driving the
critical relationship between customer centricity and sustained organisational
performance."-?Dr Ramzi Fayed, Executive Dean, Australian Graduate School of
Leadership
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Editorial Review

Review
Winner of the" Marketing Book of the Year 2015"

- An Organisation of Marketing and Sales Books
mar ketingbook oftheyear .org

"Linden and Chris Brown have written the best book on what it takes to build a genuine customer culture in
an organization. Their framework and their stories will inspire you to take the next step." -- Philip Kotler, S.
C. Johnson Distinguished Professor of International Marketing at the Kellogg School of Management at
Northwestern University. "A customer-focused culture is a powerful competitive advantage. This book will
show you how to diagnose the level of acustomer culture and then make the leadership moves to raise this
level." -- George Day, Geoffrey T. Boisi Professor of Marketing and Co-Director of the Mack Institute for
Innovation Management, Wharton, University of Pennsylvania. " Creating unique customer engagementsis
an essential ingredient of the 'Starbucks Experience.' Crafting an authentic culture is essential to insuring that
all employees consistently execute and innovate the highest quality customer experience. Linden and Chris
provide a unique framework and road map to build this culture within large and small organizations." --
Arthur Rubinfeld, chief creative officer and president, Global Innovation and Evolution Fresh Retail,
Starbucks.

About the Author

Dr. Linden R. Brown is chairman and cofounder of MarketCulture Strategies Inc., aSilicon Valley
company focused on measuring the level of customercentric cultures of organizations and the associated
risks and opportunities. He coauthored, with Kellogg Professor Philip Kotler, the latest edition of the number
one selling Australian university textbook, Marketing.

ChrisL. Brown isthe former marketing director for Hewlett-Packard for the South Pacific including
Australia. Heis now a Silicon Valley—based management consultant.

Users Review
From reader reviews:
Ronald Ybarra;

Do you one among people who can't read pleasant if the sentence chained in the straightway, hold on guys
that aren't like that. This The Customer Culture Imperative: A Leader's Guide to Driving Superior
Performance (Business Books) book is readable by simply you who hate those perfect word style. Y ou will
find the information here are arrange for enjoyable examining experience without leaving actually decrease
the knowledge that want to deliver to you. The writer associated with The Customer Culture Imperative: A
Leader's Guide to Driving Superior Performance (Business Books) content conveys prospect easily to
understand by many people. The printed and e-book are not different in the content but it just different by
means of it. So , do you continue to thinking The Customer Culture Imperative: A Leader's Guide to Driving



Superior Performance (Business Books) is not loveable to be your top listing reading book?

Florence Davis:

This The Customer Culture Imperative: A Leader's Guide to Driving Superior Performance (Business

Books) tend to be reliable for you who want to become a successful person, why. The explanation of this The
Customer Culture Imperative: A Leader's Guide to Driving Superior Performance (Business Books) can be
on thelist of great books you must have will be giving you more than just simple examining food but feed
you with information that might be will shock your prior knowledge. This book is definitely handy, you can
bring it almost everywhere and whenever your conditionsin the e-book and printed types. Beside that this
The Customer Culture Imperative: A Leader's Guide to Driving Superior Performance (Business Books)
giving you an enormous of experience for instance rich vocabulary, giving you demo of critical thinking that
we all know it useful in your day exercise. S0, let's haveit and luxuriate in reading.

Clayton Bruce:

Reading areserve can be one of alot of pastime that everyone in the world adores. Do you like reading book
therefore. There are alot of reasons why people enjoy it. First reading a publication will give you alot of
new facts. When you read a guide you will get new information mainly because book is one of numerous
ways to share the information or even their idea. Second, reading a book will make an individual more
imaginative. When you reading through a book especialy fictional book the author will bring someone to
imagine the story how the character types do it anything. Third, you could share your knowledge to other
individuals. When you read this The Customer Culture Imperative: A Leader's Guide to Driving Superior
Performance (Business Books), it is possible to tells your family, friends along with soon about yours e-
book. Y our knowledge can inspire the mediocre, make them reading areserve.

Sherrie Smith:

Do you have something that you like such as book? The book lovers usualy prefer to opt for book like
comic, quick story and the biggest one is novel. Now, why not attempting The Customer Culture Imperative:
A Leader's Guide to Driving Superior Performance (Business Books) that give your enjoyment preference
will be satisfied by reading this book. Reading habit all over the world can be said as the opportinity for
people to know world considerably better then how they react towards the world. It can't be claimed
constantly that reading behavior only for the geeky person but for all of you who wants to possibly be
success person. So, for all of you who want to start looking at as your good habit, you are able to pick The
Customer Culture Imperative: A Leader's Guide to Driving Superior Performance (Business Books) become
your personal starter.
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