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Social CRM is critical to business success in today's hyper-connected environment. Customers' expectations
are so great and their demands so empowered that a Social CRM strategy must be built around collaboration
and customers engagement, not traditional operational customer management. It's the company's response to
the customer's control of the conversation that makes Social CRM work.

Written by CRM guru Paul Greenberg, CRM at the Speed of Light, Fourth Edition, reveals best practices for
a successful Social CRM implementation. Greenberg explains how this new paradigm involves the customer
in a synergetic discussion to provide mutually beneficial value in a trusted and transparent business
environment.

Throughout this definitive volume, you'll find examples of the new strategies for customer engagement and
collaboration being used by cutting-edge companies, along with expert guidance on how your organization
can and should adopt these innovations.

CRM at the Speed of Light, Fourth Edition, reviews the latest technological developments in the operational
side of CRM, including vertical applications, and explains the fundamentals of the multifaceted CRM
framework.

Find out why Paul Greenberg was named the #1 CRM influencer by InsideCRM in the completely recast
edition of this international bestseller.

Praise for CRM at the Speed of Light

"[This book] is a testament to Greenberg's profound grasp of the control revolution that is upon us.
Customers seizing control from business. Citizens demanding control and accountability from their
governments. Political campaigns and charities being rewarded by shifting power to their supporters. Quite
simply, it is the definitive work for anyone committed to putting the social customer at the center of their
operation." -- Brian Komar, Director of Interacitve Marketing and CRM, Center for American Progress

"With great insights, great stories, and great information, Paul Greenberg analyzes the impact of every
major industry development on vendor/customer relationships. Not only is he on top of his game, he makes
reading this edition as enjoyable as it was to read the previous three. This is an absolute must-read for
anyone serious about understanding how to best serve today's social customer." -- Brent Leary, CRM
industry analyst and co-author of Barack 2.0: Social Media Lessons for Small Business

"This edition is packed with new insights about how online conversations are changing the nature of
customer relations. Think the CRM market is crazy now? Hitch a ride on Greenberg's shoulders because you
ain't seen nothing yet." -- Paul Gillin, author of The New Influencers and Secrets of Social Media
Marketing."



"As we make the shift to SCRM, Paul's insights provide a much needed framework on how to navigate a
more connected, social, and collaborative enterprise." -- R "Ray" Wang, Partner, Enterprise Strategy,
Altimeter Group, LLC

"Paul Greenberg is one of the most astute minds in CRM and social media today. His book remains the bible
for companies employing CRM. The added focus on blending new and social media into Paul's philosophy of
CRM will keep this as the first book companies reach for to enhance the customer relationship in the new
century." -- Jay Dunn, Vice President of Marketing, Lane Bryant

"Paul Greenberg shares his unparalleled expertise on the dramatic evolution from CRM 1.0 to CRM 2.0 with
unique insightful examples. It is a must read for anyone looking to transform the potential of CRM into long-
lasting competitive advantage in a rapidly changing business environment." -- Jujhar Singh, Senior Vice
President, SAP CRM Product Management
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From reader reviews:

Marvin Gamez:

The event that you get from CRM at the Speed of Light, Fourth Edition: Social CRM 2.0 Strategies, Tools,
and Techniques for Engaging Your Customers will be the more deep you digging the information that hide
inside the words the more you get thinking about reading it. It doesn't mean that this book is hard to
recognise but CRM at the Speed of Light, Fourth Edition: Social CRM 2.0 Strategies, Tools, and Techniques
for Engaging Your Customers giving you enjoyment feeling of reading. The article author conveys their
point in certain way that can be understood by simply anyone who read the item because the author of this
book is well-known enough. This book also makes your current vocabulary increase well. So it is easy to
understand then can go to you, both in printed or e-book style are available. We propose you for having this
specific CRM at the Speed of Light, Fourth Edition: Social CRM 2.0 Strategies, Tools, and Techniques for
Engaging Your Customers instantly.

Penny Stout:

Spent a free time to be fun activity to try and do! A lot of people spent their free time with their family, or
their own friends. Usually they accomplishing activity like watching television, planning to beach, or picnic
from the park. They actually doing same thing every week. Do you feel it? Do you need to something
different to fill your free time/ holiday? Might be reading a book might be option to fill your cost-free time/
holiday. The first thing that you ask may be what kinds of guide that you should read. If you want to attempt
look for book, may be the reserve untitled CRM at the Speed of Light, Fourth Edition: Social CRM 2.0
Strategies, Tools, and Techniques for Engaging Your Customers can be good book to read. May be it could
be best activity to you.

Arturo Lamb:

Would you one of the book lovers? If so, do you ever feeling doubt when you find yourself in the book
store? Aim to pick one book that you never know the inside because don't ascertain book by its handle may
doesn't work this is difficult job because you are afraid that the inside maybe not seeing that fantastic as in
the outside search likes. Maybe you answer is usually CRM at the Speed of Light, Fourth Edition: Social
CRM 2.0 Strategies, Tools, and Techniques for Engaging Your Customers why because the excellent cover
that make you consider in regards to the content will not disappoint anyone. The inside or content is fantastic
as the outside or even cover. Your reading sixth sense will directly direct you to pick up this book.

Brant Castillo:

As we know that book is vital thing to add our know-how for everything. By a publication we can know
everything you want. A book is a range of written, printed, illustrated or maybe blank sheet. Every year has
been exactly added. This reserve CRM at the Speed of Light, Fourth Edition: Social CRM 2.0 Strategies,
Tools, and Techniques for Engaging Your Customers was filled regarding science. Spend your free time to



add your knowledge about your research competence. Some people has various feel when they reading some
sort of book. If you know how big advantage of a book, you can experience enjoy to read a reserve. In the
modern era like right now, many ways to get book that you wanted.
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