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In an age when customers have access to vast amounts of data about a company, its product and its
competitors, customer experience becomes increasingly important as a sustainable source of competitive
advantage. In a recent global market study, 73% of respondents stated that even when a company’s digital
channels work perfectly, they still want access to a real person.

Steven Van Belleghem explores and explains the new digital relationships and offers a strategic guide to
combining a business's two most important assets — its people and its digital strengths. He shows marketing
managers, directors and commercial decision makers how to positively transform customers’ digital
experiences by adding a human touch.  He covers the latest issues in digital marketing and CRM including:
omnichannel and multichannel experiences, big data and predictive analytics, privacy concerns, and
crowdsourcing.

Packed with examples from organizations that have successfully transformed their customer relationships,
such as Amazon, Toyota, ING, Nike and Starbucks, the book presents a clear model that illustrates how to
integrate an “emotional” layer in any digital strategy to achieve consumer engagement and loyalty.
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From reader reviews:

Mark Gatling:

Reading a book tends to be new life style on this era globalization. With reading you can get a lot of
information that can give you benefit in your life. Using book everyone in this world can certainly share their
idea. Books can also inspire a lot of people. Plenty of author can inspire their own reader with their story or
their experience. Not only the storyline that share in the publications. But also they write about the data
about something that you need example. How to get the good score toefl, or how to teach your kids, there are
many kinds of book that you can get now. The authors in this world always try to improve their proficiency
in writing, they also doing some investigation before they write on their book. One of them is this When
Digital Becomes Human: The Transformation of Customer Relationships.

Patricia Thomas:

Often the book When Digital Becomes Human: The Transformation of Customer Relationships has a lot of
information on it. So when you check out this book you can get a lot of gain. The book was published by the
very famous author. This articles author makes some research just before write this book. This specific book
very easy to read you will get the point easily after perusing this book.

Lillie Rose:

Your reading 6th sense will not betray you actually, why because this When Digital Becomes Human: The
Transformation of Customer Relationships reserve written by well-known writer who really knows well how
to make book which might be understand by anyone who all read the book. Written inside good manner for
you, leaking every ideas and publishing skill only for eliminate your own hunger then you still question
When Digital Becomes Human: The Transformation of Customer Relationships as good book but not only
by the cover but also with the content. This is one publication that can break don't judge book by its cover, so
do you still needing a different sixth sense to pick this particular!? Oh come on your reading sixth sense
already told you so why you have to listening to a different sixth sense.

William Lebel:

That e-book can make you to feel relax. This specific book When Digital Becomes Human: The
Transformation of Customer Relationships was bright colored and of course has pictures around. As we
know that book When Digital Becomes Human: The Transformation of Customer Relationships has many
kinds or category. Start from kids until young adults. For example Naruto or Investigator Conan you can read
and feel that you are the character on there. So , not at all of book usually are make you bored, any it offers
you feel happy, fun and loosen up. Try to choose the best book for yourself and try to like reading which.
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