
Contents

Introduction: The Line of Falling Dominos 1
Why I wrote this how-to hook

1. Reward and Punishment 5
Is your customer experience making you money? Costing 
you money ? Do you know?

2. First Why, then What 23
Does your organization solve the right essential problem?

3. Get in the Way (in a Nice Way) 47
What is the sure way to make your customers' short list 
o f credible options?

4. Virtual Reality 75
Before they buy, your customers are imagining your 
solution in action. Are you?

5. Commitment Time 103
Do your customers emerge from their purchase 
empowered and affirmed, or ready to leave?

6. Real Reality 131
Imagination time is over. Now your solution is being 
used. Are you proving your promise?

7. Big Wheel Keep on Turnin' 167
Your customers' needs evolve. Are you proactive?

8. Unlocking Sustainability 201
What drives decision making in your organization?


