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Fred Reichheld has proven through research something that I have believed for many years - true profit is gained through sustained customer loyalty. This book delves into how a business can truly create sustainable profits by building customer loyalty. Fads, sales, advertising campaigns, gimmicks of all kinds can produce short term rises in profits but these accelerations are not normally sustainable in the long run. In fact they may be detrimental to the company’s reputation thus creating a loss in the long term. Wall Street has distorted the true meaning of profitability into short term (quarters) targets.
The author has laid out the plan in three simple steps – Why The Ultimate Question Works, How To Measure Responses, and Becoming Good Enough To Grow.  The first section discusses the difference between good profits and bad profits. Ultimately it shows why some profits are sustainable and others are not sustainable.  It evolves from this point into how one can measure business success and profits and develops a system that can be used to track this growth. The author gives many company examples of how and why his formulae works for tracking profitability
The second part of the book discusses the measurement of customer satisfaction. This is not always derived from the customer. One must know and understand why a customer is doing business with a company and understand that customer’s loyalty. There are several unique ideas about what really matters in the customer’s mind about satisfaction. One has to be very careful about the wording and types of questions used in Survey Instruments. The results can be very misleading if these differences are not recognized.  The author has developed a set of rules to guide a company through the development of this Satisfaction Survey. 
The third section –Becoming Good Enough To Grow – involves building strategies for attracting loyal customers. It develops a plan to attract customers that promote your business. This is a difficult accomplishment for one must understand – through listening to the customer – what develops a customer into a long term loyal customer. Many people are paid by the numbers they produce in many areas – sales, customers, gross numbers of most any kind. This type of reward may be very detrimental to the over all health of the organization. It will increase an employee’s wages at the time but can reduce overall sales in the long run through dissatisfaction of the customers gained through non sustainable tactics.
This book is easy reading and delivers many ideas of how to develop a company in a way that creates long term profitability and in turn helps protect that profitability during the downturns of the business world. I would highly recommend this book to all Entrepreneurs – large or small – and many large industry executives could learn from this information. 
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