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William Band, Vice-President, Principal Analyst, Forrester Research Inc., Cambridge, MA A very comprehensive and practical book on managing
relationships with existing customers in the age of social media! | particularly enjoyed reading chapters on teaching customers new behaviors,
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relationship. | found his review of strategies, techniques and technologies for social, mobile, mass customization and customer analytics to be
particularly insightful. Gordon urges marketers to live and breathe one-through-one marketing and to master social engagement techniques. The
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organization should pay close attention to improve customer relationships and create shareholder value. -- Marcus Ruebsam, Vice-President, Line-
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