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Relationship marketing and customer relationship management (CRM) can be
jointly utilised to provide a clear roadmap to excellence in customer
management: thisis the first textbook to demonstrate how it can be done. Written
by two acclaimed experts in the field, it shows how an holistic approach to
managing relationships with customers and other key stakeholders leads to
increased shareholder value. Taking a practical, step-by-step approach, the
authors explain the principles of relationship marketing, apply them to the
development of a CRM strategy and discuss key implementation issues. Its up-
to-date coverage includes the latest developments in digital marketing and the
use of social media. Topical examples and case studies from around the world
connect theory with global practice, making this an ideal text for both students
and practitioners keen to keep abreast of changes in this fast-moving field.
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Relationship marketing and customer relationship management (CRM) can bejointly utilised to provide a
clear roadmap to excellence in customer management: thisis the first textbook to demonstrate how it can be
done. Written by two acclaimed expertsin the field, it shows how an holistic approach to managing
relationships with customers and other key stakeholders leads to increased shareholder value. Taking a
practical, step-by-step approach, the authors explain the principles of relationship marketing, apply them to
the development of a CRM strategy and discuss key implementation issues. Its up-to-date coverage includes
the latest developmentsin digital marketing and the use of social media. Topical examples and case studies
from around the world connect theory with global practice, making this an ideal text for both students and
practitioners keen to keep abreast of changes in this fast-moving field.
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Editorial Review

Review

"Adrian Payne and Pennie Frow have written the best guide to understanding customer relationship
management strategy. They have provided an excellent framework and illustrate it with arich set of cases
that both students and managers would profit from reading.”

Philip Kotler, S. C. Johnson and Son Distinguished Professor of International Marketing, Kellogg School of
Management, Northwestern University, Illinois

"Relationship Marketing and CRM have until now been treated as two separate processes, even though all
the evidence points to the fact that most CRM systems fail because of alack of understanding of customer
needs. Adrian Payne and Pennie Frow have brought the two domains together under atitle which makes
sense - 'Strategic Customer Management ' - which from the very beginning should have been the whole
purpose of CRM."

Malcolm McDonald, Emeritus Professor, Cranfield School of Management, Cranfield University, and
Chairman, Brand Finance PLC

"Strategic Customer Management is the most comprehensive treatise on Customer Centric Marketing. It
provides insightful understanding of how to create value for customers and also for the company. |
congratulate Adrian Payne and Pennie Frow for an outstanding contribution to both the marketing discipline
and practice."

Jagdish N. Sheth, Charles H. Kellstadt Chair of Marketing, Goizueta Business School, Emory University,
Atlanta

"This book is a comprehensive guide to building shareholder value through long-lasting relationships with all
kinds of customers."
James Heskett, Baker Foundation Professor Emeritus, Harvard Business School, and author of The Culture

Cycle

" Strategic Customer Management takes a thorough, relational approach to the customer. By integrating
relationship marketing with CRM and adding a service perspective on business, it goes far beyond
conventional marketing books. It provides a comprehensive approach to how a firm can understand and
manage customers in the contemporary competitive environment, where traditional marketing models are
increasingly less effective.”

Christian Gronroos, Professor of Service and Relationship Marketing, Hanken School of Economics, Finland

"As Peter Drucker says "Thereis only one definition of business purpose: To create a customer.” If you
agree with Drucker, and desire a competitive advantage, consider the strategic fundamental s and execution
techniques outlined in Strategic Customer Management: Integrating Relationship Marketing and CRM.."
Jim Guyette, President and CEO Rolls-Royce, North America

About the Author
Dr Adrian Payneis a Professor of Marketing in the Australian School of Business at the University of New
South Wales.

Dr Pennie Frow is Associate Professor of Marketing and Director of the Master of Marketing Programme at



the University of Sydney Business School, Australia.

Users Review
From reader reviews:
Calvin Baker:

The book Strategic Customer Management: Integrating Relationship Marketing and CRM can give more
knowledge and al so the precise product information about everything you want. So why must we leave a
very important thing like abook Strategic Customer Management: Integrating Relationship Marketing and
CRM? Some of you have a different opinion about publication. But one aim that book can give many facts
for us. It is absolutely proper. Right now, try to closer using your book. Knowledge or information that you
take for that, you could give for each other; you could share al of these. Book Strategic Customer
Management: Integrating Relationship Marketing and CRM has simple shape but the truth is know: it has
great and big function for you. Y ou can look the enormous world by open and read a e-book. So it isvery
wonderful.

Jerry Goble:

Y our reading 6th sense will not betray you actually, why because this Strategic Customer Management:
Integrating Relationship Marketing and CRM guide written by well-known writer we are excited for well
how to make book which can be understand by anyone who also read the book. Written with good manner
for you, dripping every ideas and producing skill only for eliminate your hunger then you still question
Strategic Customer Management: Integrating Relationship Marketing and CRM as good book not only by
the cover but also with the content. Thisis one e-book that can break don't evaluate book by itsinclude, so
do you ¢till needing an additional sixth sense to pick that!? Oh come on your reading through sixth sense
already aerted you so why you have to listening to an additional sixth sense.

Jennifer Smith:

Beside this Strategic Customer Management: I ntegrating Relationship Marketing and CRM in your phone, it
could give you away to get more close to the new knowledge or info. The information and the knowledge
you might got here is fresh in the oven so don't become worry if you feel like an previous peoplelivein
narrow commune. It is good thing to have Strategic Customer Management: Integrating Relationship
Marketing and CRM because this book offersto you personally readable information. Do you occasionally
have book but you don't get what it's interesting features of. Oh come on, that will not happen if you have
thisin your hand. The Enjoyable blend here cannot be questionable, like treasuring beautiful island. Use you
still want to miss this? Find this book along with read it from at this point!

Nathaniel Mitchell:

Do you like reading a publication? Confuse to looking for your favorite book? Or your book was rare? Why
so many concern for the book? But any kind of people feel that they enjoy intended for reading. Some people
likes reading through, not only science book but also novel and Strategic Customer Management: Integrating



Relationship Marketing and CRM or even others sources were given information for you. After you know
how the great a book, you feel want to read more and more. Science publication was created for teacher or
even students especially. Those guides are helping them to include their knowledge. In some other case,
beside science reserve, any other book likes Strategic Customer Management: Integrating Relationship
Marketing and CRM to make your spare time more colorful. Many types of book like this one.
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