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examines the ways in which the frontier myth influences american culture and politics drawing on fiction western films and political writing

everyone knows that the best way to create customer loyalty is with service so good so over the top that it surprises and delights but what if everyone is wrong in

their acclaimed bestseller the challenger sale matthew dixon and his colleagues at ceb busted many longstanding myths about sales now they ve turned their

research and analysis to a new vital business subject customer loyalty with a new book that turns the conventional wisdom on its head the idea that companies must

delight customers by exceeding service expectations is so entrenched that managers rarely even question it they devote untold time energy and resources to trying to

dazzle people and inspire their undying loyalty yet ceb s careful research over five years and tens of thousands of respondents proves that the dazzle factor is wildly

overrated it simply doesn t predict repeat sales share of wallet or positive wordof mouth the reality loyalty is driven by how well a company delivers on its basic
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promises and solves day to day problems not on how spectacular its service experience might be most customers don t want to be wowed they want an effortless

experience and they are far more likely to punish you for bad service than to reward you for good service if you put on your customer hat rather than your

manager or marketer hat this makes a lot of sense what do you really want from your cable company a free month of hbo when it screws up or a fast painless

restoration of your connection what about your bank do you want free cookies and a cheerful smile even a personal relationship with your teller or just a quick in

and out transaction and an easy way to get a refund when it accidentally overcharges on fees the effortless experience takes readers on a fascinating journey deep

inside the customer experience to reveal what really makes customers loyal and disloyal the authors lay out the four key pillars of a low effort customer experience

along the way delivering robust data shocking insights and profiles of companies that are already using the principles revealed by ceb s research with great results

and they include many tools and templates you can start applying right away to improve service reduce costs decrease customer churn and ultimately generate the

elusive loyalty that the dazzle factor fails to deliver the rewards are there for the taking and the pathway to achieving them is now clearly marked

counterculture while commonly used to describe youth oriented movements during the 1960s refers to any attempt to challenge or change conventional values and

practices or the dominant lifestyles of the day this fascinating three volume set explores these movements in america from colonial times to the present in colorful

detail american countercultures is the first reference work to examine the impact of countercultural movements on american social history it highlights the writings

recordings and visual works produced by these movements to educate inspire and incite action in all eras of the nation s history a z entries provide a wealth of

information on personalities places events concepts beliefs groups and practices the set includes numerous illustrations a topic finder primary source documents a

bibliography and a filmography and an index

the oval world is the first full length history of rugby on a world scale from its origins in the village based football games of medieval times up to the globalised

sport of the twenty first century now played in well over 100 countries rugby has always been a sport with as much drama off the field as on it for every thrilling

last minute jonny wilkinson drop goal to win the world cup or jonah lomu rampage down the touchline for a try there has been a split a feud or a controversy this

is the story of how a game played in an obscure english public school became the winter sport of the british empire spread to france argentina japan and the rest of

the world and commanded a global television audience of over four billion for the last world cup final and how american football and other games such as

australian canadian and gaelic football emerged from rugby and highlight just how much the modern gridiron game owes to its english cousin featuring the great

moments in the game s history and its great names such as jonah lomu david duckham serge blanco billy boston and david campese alongside rupert brooke king

george v boris karloff charles de gaulle and nelson mandela the oval world investigates just what it is about rugby that enables it to survive and thrive in countries

with very different traditions and cultures this is the definitive world history of a truly global rugby
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retail kings unveils the compelling stories of entrepreneurs who revolutionized shopping and built global retail empires this biography explores how these retail kings

identified unmet consumer needs strategically innovated and profoundly impacted consumerism the book emphasizes the critical role of strategic vision operational

excellence and customer commitment in achieving business success demonstrating that these factors rather than mere luck paved the way for retail giants the book

delves into the personal journeys of these retail titans examining their motivations struggles and the sacrifices they made it traces the evolution of retail strategies

and the cultural impact these entrepreneurs had on society retail kings progresses from introducing key concepts like retail innovation and market disruption to

detailed profiles of prominent figures and concludes with an analysis of the common threads in their success providing frameworks for aspiring entrepreneurs

the broadway musical came of age in the 1950s a period in which some of the greatest productions made their debuts shows produced on broadway during this

decade include such classics as damn yankees fiorello guys and dolls the king and i kismet the most happy fella my fair lady the pajama game peter pan the sound

of music and west side story among the performers who made their marks were julie andrews bob fosse carol lawrence and gwen verdon while other talents who

contributed to shows include leonard bernstein oscar hammerstein ii alan jay lerner frederick loewe cole porter jerome robbins richard rodgers and stephen sondheim

in the complete book of 1950s broadway musicals dan dietz examines in detail every musical and revue which opened on broadway during the 1950s in addition to

providing details on every hit and flop that debuted during the decade this book includes revivals and one man and one woman shows each entry contains the

following information opening and closing datesplot summarycast membersnumber of performancesnames of all important personnel including writers composers

directors choreographers producers and musical  directorsmusical  numbers and the names of performers who introduced the songsproduction data including

information about tryoutssource materialcritical commentary tony awards and nominations details about london and other foreign productions besides separate entries

for each production the book offers numerous appendices such as a discography film and television versions published scripts gilbert and sullivan operettas and lists

of productions by the new york city center light opera company and the new york city opera company a treasure trove of information the complete book of 1950s

broadway musicals provides readers with a complete view of each show this significant resource will be of use to scholars historians and casual fans of one of the

greatest decades in musical theatre history

startup masters explores the essential strategies and mindsets that transform startup ideas into successful industry disrupting businesses it delves into core principles

like business innovation strategic scaling and adaptive leadership crucial for navigating today s competitive landscape the book emphasizes that successful startups

result from deliberate strategies and adaptability not just luck for example effective market validation and mvp development are critical first steps paving the way for

high growth ventures this book guides readers through the startup lifecycle progressing from ideation and mvp development to scaling and sustainable leadership it

highlights building high performance teams and securing funding as pivotal scaling activities startup masters offers actionable strategies supported by case studies and



The Effortless Experience Conquering The New

4 The Effortless Experience Conquering The New

data analysis making it a valuable resource for aspiring entrepreneurs and seasoned business leaders

recent scandals in the biosciences have highlighted the perils of communicating science leading many observers to ask questions about the pressures on scientists and

the media to hype up claims of scientific breakthroughs journalists science writers and scientists themselves have to report complex and rapidly developing scientific

issues to society yet work within conceptual and temporal constraints that shape their communication to date there has been little reflection on the ethical

implications of science writing and science communication in an era of rapid change communicating biological sciences discusses the ethics of science communication

in light of recent developments in biotechnology and biomedicine it focuses on the role of metaphors in the creation of visions and the framing of scientific advances

as well as their impact on patterns of public acceptance and rejection trust and scepticism its rigorous investigation will appeal not only to science writers and

scientists but also to scholars of sociology science and technology studies media and journalism
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