[image: image1.jpg]STUDERGROUP





Lynne Cunningham’s 

Book Review

I just read a great book that I think should be added to your Leadership Library.
	Book
	What Your Clients Won’t Tell You and your managers don’t know

	Author
	John Gamble

	Pillar of Excellence
	Growth – this is a marketing book

	Publisher’s Book Description
	Based on the client retention process that protects over $1 billion in contracts. 

	LC Review
	This classic fable about how a company built its clients for life philosophy is an easy read that presents a basic philosophy and clear steps to put into place.  The Appendix provides an excellent summary.

	Page
	Lynne suggests that you pay special attention to some of these features in the book. 

	36
	How you close an account is just as important as how you open one.

	37
	One of the things we’ve learned is that the end of a contract doesn’t mean the end of a relationship.

	40
	A change in key decision-makers is the most common reason to review an account.

	48
	We realized that provided we’ve taken the right clients under the right terms, the client’s interests and our company’s interest are one and the same.

	62
	When people change, everything has the potential to change.

	128
	Three Things:
1. Understand your client’s expectations by asking what they are.

2. Provide superior performance by exceeding their expectations, but by just a little.

3. And do steps 1 and 2 over and over until you can no longer beat your past performance.

	136
	Trust was build by consistently implementing three specific behaviors:  candor, competence, and concern.
Candor is telling the client what they need to know even though it may not be what they’d like to hear.  Competence is consistently delivering superior performance without becoming entangled in the Expectations Paradox.  And concern is treating the client’s business, and decisions that affect it, as if the business were your own.

The Expectations Paradox strikes when you provide the client with experience that you can not deliver consistently.

	173+
	1. Client retention begins with the right clients under the right terms.
2. Start the contract according to the client’s expectations.

3. Expect our client to have expectations you didn’t think they would have.

4. Always protect your client’s interests.

5. Client retention is not an event, it is a daily process.

	Appendix
	Excellent summary of key points in the appendix

	Overall rating 
	Excellent

	Publisher and Year Published
	Tenacity
	2003

	Price
	$19.95
	Available from www.tenacity.com

	Recommended by
	Studer Group Colleague Jim Green
	


This book report is posted at www.studergroup.com.  To read additional titles reviewed and recommended by Lynne Cunningham, visit Book Reviews under Tools and Knowledge at www.studergroup.com.  
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