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1. What is Customer Engagement ? -- 2. CE Context -- 3. Customer
Experience (CX) and Customer Journey -- 4. The Case for CE Capability
-- 5. Customer Journey Management -- 6. Customer Relationship
Management (CRM) -- 7. Customer Communications -- 8. Analytics
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Business to business (B2B) transactions account for 60-70% of all
transactions globally. Considering this, many supplier firms aspire to
create high levels of customer engagement, and this involves
identifying various ways to improve customer experience. In fact,
companies such as Google, Amazon, Microsoft, and others now employ
professionals in customer engagement roles and dedicate entire
corporate divisions to ensure seamless customer engagement. Creating
high customer engagement is challenging without a cohesive, strategic
approach — particularly in B2B markets. This textbook introduces
students to customer engagement strategy in B2B markets, the
foundation of which is customer engagement capability. Companies
must develop and implement four sub-capabilities — customer journey
management, customer relationship management, customer



communications and data analytics and insight to succeed. With a
myriad of case studies, discussion questions and prompts forfurther
reading, the textbook translates theory into practice and serves as a
useful foundation for executive courses as well as fundamental reading
for masters-level specialist courses in customer engagement,
marketing, sales, and strategy. In addition, practitioners in supplier
firms will also be able to use to build their customer engagement

capability. .
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Carbonell, accompagna un groupe de pélerins d’Asie centrale vers
LaMecque. A son retour, il ttmoigna de la misére de ceux qu'il avait
cbtoyés pendant plusieurs semaines. En cette période, en effet, le



chemin vers I'Arabie était semé d’emb(iches. LaMecque et le Hedjaz
connaissaient souvent des épidémies meurtriéres. Les souffrances de
pelerins étaient aussi le fait d’hommes profitant de I'obligation pour les
musulmans de se rendre a LaMecque. Le récit du docteur Carbonell
donne un apergu de I'état de la médecine au tournant du siécle, lorsque
I'hygiene s'imposait comme un dogme.



