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Lior Arussy : Passionate and Profitable: Why Customer Strategies Fail and Ten Steps to Do Them Right! 
before purchasing it in order to gage whether or not it would be worth my time, and all praised Passionate and 
Profitable: Why Customer Strategies Fail and Ten Steps to Do Them Right!: 

6 of 6 people found the following review helpful. Go get some passionBy Scott FeldmanI had the privilege of reading 
"Passionate Profitable" over the past couple of weeks. This book is well worth the investment in time. There are quite 
a number of useful nuggets of information here, as in the customer segmentation analysis and the customer experience 
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mapping models. Customers drive business needs, this is the bottom line. If you want happy customers then get some 
passion and figure out why they are your customers in the first place. It sounds simple, but it isn't. Arussy does a fine 
job explaining the pitfalls, and offers mechanisms to steer you in the right direction. Also, if you have ever had the 
chance to attend a "training" class, you will soon find out why you should have been in an "education" class instead. 
There is a difference as Arussy points out. Get this book and read it, then give it to a friend and have her read it also. 
But have her get her own copy; you will want yours back.-Scott Feldman6 of 8 people found the following review 
helpful. Customers are #1By Derek EI bought this book because I was buying another one of Lior's books, and I am 
glad I did. This book is a great book if you want to change the way your company does business and how it treats it's 
customers. Like other reviews about this book have said this book gives you basic principals on how to build better 
customer "relationships" (not relations, notice the "ship" at the end) with your customers. I am an IT Director for a 
company, and have a side network consulting business and I have put the ideas in this book to use in both places. If 
you buy this book and don't get anything out of it, at least take this little nugget:"Remeber your customer is the reason 
why you are in business." -- Lior Arussy, Passionate Profitable: Why Customer Strategies Fail and 10 Steps to Do 
Them Right!.6 of 7 people found the following review helpful. Great book for those serious about their customer 
strategyBy Ben RothkePassionate Profitable: Why Customer Strategies Fail and 10 Steps to Do Them Right has a 
rather simple premise - spending time and money on customer retention is of no value if it is not done in the context of 
having a well-defined execution strategy.The goal of the book is to show the reader how to form strong, sustainable, 
and profitable relationships with customers. The challenge is that there are many critical decisions and trade-offs that 
have to be made, but many companies often make the wrong decision. Another issue is that many companies live by 
the credo of `Build a better mousetrap, and the world will beat a path to your door'. The problem is that even with the 
best mousetrap, the world won't come if you don't have a well-developed customer strategy. Passionate Profitable is all 
about creating that well-developed customer strategy.The book is worth it alone for the 25-question corporation-
customer experience aptitude survey on pages 19-20. The survey examines the health of your relationship with your 
customers and is likely a good indicator of your profitability.Another great section is pages 109-115 which goes into 
the organization-focused vs. customer-focused organizational structure. This section shows how many organizations 
are created with functional expertise via groups, i.e., engineering, RD, sales, operations, etc. Arussy shows that a 
customer-centric organization must have the customer focused in the center, with the various groups supporting those 
customers. The beauty of a customer-centric organization is that all of the employees and functions are fully aligned 
around the customer cause.Chapter 8 reiterates the importance of organizations training their employees and trusting 
them to make the correct decision. A focal point is that if you do not trust your people, do not hire them. And if you 
hired them, give them the tools to excel. After all, their success is your organizations success.For those organizations 
that are serious about their customer strategy and looking for ways to improve it, Passionate Profitable is a valuable 
book that can help achieve that goal.

"Irsquo;ve always said that education without execution is just entertainment ndash; and Lior illustrates this 
beautifully in his book. It is important to learn HOW to implement a successful Customer focus strategy and you need 
knowledge and process to do it well. Read this book and learn."--Tim Sanders, Author of "Love is The Killer App" 
"Lior brings original thought to the world of business, ideas drawn from reality, based on solid observations with the 
clear objective of helping people make money. Read this and profit."--Jerry Vass, Author of "Soft Selling in A Hard 
World" and President Vass Consulting "You might not like this book. It's not filled with easy shortcuts and feel-good 
platitudes. BUT, when you're ready to walk the walk and not just talk the talk) about treating your customers right and 
growing your business, Lior's book is a fine place to start down that rarely-followed, very profitable path."--Seth 
Godin Author, Purple Cow Free Prize Inside "Lior Arussy is a true customer advocate. This book is a must-read for 
anyone who knows that the only sustainable competitive advantage is to create a unique and meaningful customer 
experience."--Ginger Conlon, Editor-in-Chief, CRM magazine According to Strativity's 2003 CEM global study, 45% 
of executives surveyed do not believe they deserve the customerrsquo;s loyalty. Following a decade of customer-
centric books, the market is in a state of crises with over 50% customer focused projects fail. Passionate and Profitable 
is a new book that takes a critical look at the state of the companiesrsquo; commitment to customers and exposes the 
fatal mistakes companies make and the lip service they pay to their customers. Full of examples and statistics, 
Passionate and Profitable argues that customer strategies success depends on making serious tough choices and not 
cosmetic works. It is those tough trade offs that will help companies unleash their passion for customers and in return, 
increase their profitability and sales.

"This is a provocative, thoughtful guidebook for executives who are struggling with the complicated questions that 
surround today's sophisticated buyers." (Monitor, 3/8/06) ldquo;hellip;clearly laid-outhellip;frequent excellent 
diagrams to illustrate a pointhellip;rdquo; (Media Week, 16th August 2005)From the Inside FlapWhy, despite 
spending billions of dollars in customer relationship programs and other customer initiatives, do some companies still 
exhibit poor results in gaining and holding on to customers? Intentions and initiatives are common, but the harder task 



is living and executing them. Passionate and Profitable takes a critical stand on customer relationships and offers a 
new approach to help you build strong relationships that have customers returning again and againmdash;for years to 
come! There is not one company out there that doesn't claim to put their customers first, yet very few of them can 
demonstrate long-term success in forming strong, sustainable, and profitable relationships with customers. Passionate 
and Profitable details the critical decisions and trade-offs companies must make in order to focus their efforts on the 
customer. These choices are often tough but necessary to establish a relationship that goes beyond the occasional and 
accidental. Brimming with exercises that you can apply to your own business as well as case studies on companies 
who have built strong customer relationships, including American Express, Virgin Atlantic Airways, GE, Aveda, 
Paychex, and Disney, Passionate and Profitable covers such topics as: Who Are We: Customer Pleasers or Efficiency 
Crunchers? What Is the Role of the Customer in Our Existence? What Defines Our Total Experience? What 
Customers Do We Neglect? What Kind of Relationships Do We Seek? How Do We Change Ourselves to Avoid the 
Silo-Based Customer Trap? Do We Employ Functional Robots or Passionate Evangelists? Post-Sales Dialogue and 
Feedback, Do We Really Care? What Do Our Measurements Say About Us? How Long Do We Milk Our Products? 
The Ultimate Choice-Customer Strategiesmdash;A Mutual Lifetime Commitment Embrace the challenges set forth in 
Lior Arussy's Passionate and Profitable and reap the rewards of forging long-term relationships with your most 
valuable asset: your customers!From the Back Cover"Lior Arussy's new book is another great addition to his work on 
the theme of improving the customer experience to build lasting and profitable customer relationships. Recommended 
to both those working on corporate customer strategy and line managers. Strong practical advice from an industry 
visionary." mdash;Michael Maoz Vice President and Research Fellow, Gartner Research "This book isn't filled with 
easy shortcuts and feel-good platitudes. When you're ready to walk the walk, Lior's book is a fine place to start down 
that rarely followed, very profitable path." mdash;Seth Godin author, Purple Cow and Free Prize Inside! "Lior Arussy 
is a true customer advocate. This book is a must-read for anyone who knows that the only sustainable competitive 
advantage is to create a unique and meaningful customer experience." mdash;Ginger Conlon Editor in Chief, CRM 
magazine "This book provides a clear blueprint for successful customer relationships. It is a must-read for executives 
who are serious about pleasing their customers." mdash;Guy Kawasaki author, The Art of the Start "I've always said 
that education without execution is just entertainmentmdash;and Lior illustrates this beautifully in his book. It is 
important to learn how to implement a successful customer focus strategy and you need knowledge and process to do 
it well. Read this book and learn." mdash;Tim Sanders author, Love Is the Killer App "Lior brings original thought to 
the world of business, ideas drawn from reality, based on solid observations with the clear objective of helping people 
make money. Read this and profit." mdash;Jerry Vass President, Vass Consulting Author, Soft Selling in a Hard 
World 


