BLAKE MORGAN

10 GUIDING PRINCIPLES FOR
WINNING TOMORROW'S BUSINESS

\Z
3¢
HARPERCOLLINS

LEADERSHIP

AN IMPRINT OF HARPERCOLLINS



CONTENTS

Acknowledgments

Introduction
1 Customer Experience Mindset
2 Building a Customer-Centric Culture
3 Developing Customer-Focused Leadership
4 Designing the Zero-Friction Customer Experience
5 Customer-Focused Marketing
6 Customer Experience Technology
7 Digital Transformation
8 Personalization and the Customer Experience of the Future

O The Power of Customer Experience Analytics
10 Ethics and Data Privacy in Customer Experience

Conclusion
Notes
Index



