Client Packet:  Customers for Life
Tony Polito


Customers for Life:  How to Turn That One-Time Buyer into a Lifetime Customer.  1990.  Carl Sewell and Paul B. Brown.  Pages xxi-xxiv, 3-30, 56-60, 131-134, 143-147, 161-163.

In this book, Sewell uses an easy-to-read style to advocate customer service and quality, providing ten short, clear "commandments" for high customer service and persuading by drawing examples from his successful Cadillac, Lexus, Hyundai, and Chevrolet dealerships in Dallas. There are a number of non‑automotive instructive lessons as well, such as the McDonald's french fry, Wal-Mart's inventory system technology, and the failure of the least-cost People Express strategy.  This sampling of the advice given should ring true:

SYMBOL 183 \f "Symbol" \s 5 \h
customers should be underpromised and overdelivered

SYMBOL 183 \f "Symbol" \s 5 \h
inspectors remove worker responsibility

SYMBOL 183 \f "Symbol" \s 5 \h
do the work that is needed and do right the first time

SYMBOL 183 \f "Symbol" \s 5 \h
finding the root cause of a error is as important as fixing the error itself

SYMBOL 183 \f "Symbol" \s 5 \h
customers are customers "24, 7"

SYMBOL 183 \f "Symbol" \s 5 \h
make it easy for customers to complain

SYMBOL 183 \f "Symbol" \s 5 \h
continually improve your company in every aspect

In addition, the text is filled with an amazing amount of perspective-shaping managerial 'straight talk," ie, how much it really costs to keep or lose a customer, the only three questions that need to be asked of any customer to ensure they are satisfied, what to do to create repeat customers, how to select the right employees, what to do when the customer isn't right, even how restroom quality affects customer perceptions.

Approximately 1 million copies of Customers For Life have been sold.  The book contains kudos from Wayne Calloway (CEO, PepsiCo), David Glass (CEO, Wal‑Mart), Bob Stempel (CEO, GM), Tom Peters, Ross Perot, Stanley Marcus (founder, Neiman-Marcus), Al Casey (CEO, American Airlines), and Leonard Schlesinger (HBS Professor).  The book ends with a section of thanks naming every one of Sewell's employees.

You are to answer the following questions:
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