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Reviews
‘Up Close and Personal’? Customer relationship
marketing @ work
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Comprehensive,
practical, logical…

…but not
ground-breaking
or questioning
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Is there really a
‘virtuous circle’
of relationships?
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Can you satisfy
customers, and
employees, and
shareholders?

CRM or CTM?

Have ‘relationships’
helped M&S?
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Business @ The Speed of Thought — Using a digital
nervous system
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‘Not long ago, I had a talk scheduled with the board of
directors of a German financial institution. When I walked
into the briefing center, they were all sitting there with their
arms folded across their chests looking unhappy. “Okay,”
I said, “What’s the problem?” One of them replied, “We
think that banking is in the process of changing completely,
and we’re getting technical presentations from people here
at Microsoft.” He took his glasses off and rubbed his eyes.

Unforgiving
bastards or trusted
friends?

Simple explanations
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“This is probably good, but its more technical than we’re
used to and we’re getting tired.” After a pause he continued,
“It’s good that you are making all your products better, but
to view you as a long-term vendor, we need you to give us a
vision of the future. What are your organising principles for
development?”

‘I went over to the whiteboard and said: “What I am about
to do is to write down ten inflection points that will
fundamentally alter all industries. I am using the term
inflection point in the way my friend Andy Grove at Intel
uses it to mean significant shifts in customer behaviour that
are related to digital technology. I am going to ask whether
you believe each of them will happen. Never mind how
quickly for now, just tell me whether you believe they are
going to occur. If you don’t believe they will, then you
shouldn’t change what you are doing with technology. But if
you do believe they are going to happen, that it’s only a
matter of time, then you should start to prepare for that
change now.

‘“Do you believe that in the future people at work will use
computers every day for most of their jobs?

‘“Do you believe that today’s paperwork will be replaced
by more efficient digital administrative processes?

‘“Do you believe that one day computers will be as
common in homes as telephones or TVs?

‘“Do you believe that one day most businesses and most
households will have high-speed connections to the World
Wide Web?

‘“Do you believe that e-mail will become as common a
method of communication among people in business and
homes as the telephone or paper mail is today?

‘“Will more and more information arrive in digital form,
whether this is consumer bills arriving electronically or the
way you think you will be booking your travel
arrangements on the Internet?

‘“Do you think that digital devices for photography, video,
TV and phones will become ubiquitous and all be
connectable to the Web?”

‘The German directors discussed these sorts of questions,
and fairly quickly concluded: yes this is going to happen,

Significant shifts



Reviews

439©  H E N RY  S T E WA R T  P U B L I CAT I O N S  1 4 6 3 - 5 1 7 8 .  I n t e ra c t i v e  M a r k e t i n g .  VO L . 1 N O . 4.  PP 435-443.  APRIL/ JUNE 2 0 0 0

and when it does it will change banking completely. So I
asked “When do you think it’s going to happen?” After
further animated debate they replied: “We didn’t expect to
make this decision here, but we have. First we were going
to tell you 20 years, but then we decided that within ten
years all of these inflection points will have happened or
be very imminent.” I told them that they needed to
prepare for change by making digital flow pervasive in
their organisation. Above all three fundamental business
shifts will occur.

‘1 Most transactions between business and consumers,
business and business, and consumers and government will
become self-service digital transactions. Intermediaries will
evolve to add value or perish.

‘2 Customer service will become the primary value-added
function in every business. Human involvement in service
will shift from routine, low-value tasks to a high-value,
personal consultancy on important issues, problems or
desires for the customer.

‘3 The pace of transactions and the need for more
personalised attention to customers will drive companies to
adopt digital processes internally if they have not yet adopted
them for efficiency reasons. Companies will use a digital
nervous system to regularly transform their internal business
processes to adapt to an environment that constantly changes
because of customer needs and competition.’
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Within ten years

An unstoppable
movement

Three fundamental
business shifts



Reviews

440 ©  H E N RY  S T E WA R T  P U B L I CAT I O N S  1 4 6 3 - 5 1 7 8 .  I n t e ra c t i v e  M a r k e t i n g .  VO L . 1 N O . 4.  PP 435-443.  APRIL/ JUNE 2 0 0 0

���!(*�����$���!!�!*���� ���%�%���+�!'(4���!��%��%�,����,�-��!���,%�
���0���%�/�!��%�'���%�����1�%��%�'�$���%��!��''���(�:&���� �����'���*�%���
�!������%����+�''���"��%��+�!$���'�%���!(�!�%�����"�!�����,��%����%����6�)
���)��!���
��%���$��(��,���,'&������%��������)��!������������!� ��(�� �
�,������!%��%�!)�
�����&#'����!�'�&����(���''4��#��$�+�%��������� ���)����+�#��%�*

�%%�<AA+++�����(��,�%��&��%��� �������'��$�(�'�$�����!�%%)�(�� �'
!��!����%�%�"���,���%�!��%�"��%�����'��)�,!� �%����&%��%�#&%��%�(�(��%
'���%��!� ����%���&#'����%���,�"�&!�%��:&��%������%�!����"�(�,!� �!��(�!��
��!�%&!��(�%��%������%���,%�!��%���!� ���(�(�%��,�!�(���'�)����:&��%����*
��(�,�&�(���%�����%��!���3�%&!������������� ��%��'�%�!*��%�''���
,��(#��$��.%�%�����%���*���%��&��%���+�&'(����%��-��!���,%4����%��%��"����
��,!���(')��� �'���%������,�!�%��'�������%����+�#��%��+�������"�%�(��� ��'
���%��%���(���#!�$���'��$�����������(��'������"�'"�(��&����
#&!��&�!�%���,�! �%��%� ��'����-��!���,%�%��$� ��
�� ��&%����-��(,&'��,
���%�!)����D�%��4��#��$�%��%�������!����(����!����#�(���+��@������)
2>5��,�������(��,�'���%��� ���)����&'(�@���%��&��%�%��%���+�&'(��((
��������%������  ��%��#�&%� )�#�(��0��!������+�%��-��!���,%4����%��
5,���&!��*� ��+���4%��0���%����������+�!�,!� �-!�D�%�����&%� %�
!����"�������%��%����(�)�,!� ���)������� ��%�� ��%�����!����  �
 ��&�������%�!��%�"�%)�
��%�+��%����%����(����������%�"����%�*�'�%�&��%��%����#�%��,��& �&!

,!� �%���#��$4���'����!)��8�!��)�&�+�''�,��(�%��%�%���
�,%����'�(�>��
3&'�����%����!�����'��%��%���,%+�!�����&'(�#���� �'�����&���%��%���&��!
����(�� ��%�%!�����%��������'����%����%�!��� ��&%��*��!��#�&%�%���%� ���%
%�$���%����,%�#��'��������

� ����
�����
� ����
������������
��� �	���&� ������ ��&�	���������&


�������'���(����	

The Impact of the Internet Economy in Europe
A study into the social implications of the Internet
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Physician,
heal thyself

Are you a
Microsoft fan?
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When is a
revolution not
a revolution?

How do we define
a revolution?

Does the Internet
meet these criteria?
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The problem
of bottlenecks

A report of
two halves: the
first half…

…and the second

The future predicted
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A new Renaissance?


	‘Up Close and Personal’? Customer relationship marketing @ work

