FTOC

06/24/2011 13:59:52

Preface

Chapter 1

Chapter 2

Chapter
Chapter
Chapter

Chapter

N S N R W

Chapter

@

Chapter

Chapter 9

Chapter 10

Chapter 11

Chapter 12
Chapter 13

Chapter 14

Page 5

Contents

The Need for a New Approach

Keep Learning, Predict, and
Embrace Change

Moment of Truth

Formulate a Clear Rusipess Vision
Research Is the Foundation of Success
Know What Business You Are In

Your Name and Image Are Critical
Success Tools

Customer Purchasing Benefit

Success Is About the Customer,
Not the Product?

Sell Emotional Benefits, Not Features

Positively Outrageous Service Is Great
Business

Add Value to Every Transaction
Building the Brand and First Recall

Where and How Do You Offer
Your Product?

vii

29
47
65
71

89

95
101

111

119

125
159
175

189



FTOC  06/24/2011 13:59:52

vi

Chapter 15
Chapter 16
Chapter 17

Chapter 18

Conclusion

Page 6

Contents

Internet Commerce and Social Media
Close the Sale by Reversing the Risk
Cut through the Clutter

Persistence and Morality Pay

About the Author

Index

217
239
245
253

259
263

267



