Acknowledgements

I'd like to express my appreciation to the many people and organizations
that have contributed to this book. Most of these contributions have
been requested and conscientiously delivered, but other contributors are
unaware that their occasional comment or question is reflected in these
pages. I thank you all.

I would particularly like to acknowledge the contribution of Isher Kaila
who wrote the book’s Foreword. Isher is Research Director, Global CRM
Strategy for Gartner Inc., San Jose, California, USA. Gartner is the world’s
leading information technology research and advisory company. I first met
Isher on one of his many global tours. He was visiting Australia where
I had the opportunity to hear him speak insightfully and informatively
about trends in CRM and customer experience management. Gartner
claims “We deliver the technology-related insight necessary for our clients
to make the right decisions, every day’. Isher certainly did on that day,
and he makes some similarly shrewd observations in his Foreword.

I would also like to acknowledge the input of John Turnbull and
Matthew Holden. I have a strong managerial and strategic emphasis on
CRM, which privileges the perspective of the user. In my 15 years or so
of teaching, researching, advising and consulting on CRM I have learned
much about technology, but am I by no means a match for these two
technology experts.

John Turnbull is the founder and Managing Director of Customer
Connect Australia (www.customerconnect.com.au). John began his
working life with operational and management roles in service, sales,
marketing support and project management. He has managed business
transition programmes for a wide range of organizations across
marketing, sales, service and operations. His experience also includes
managing the sales consulting organizations in Australia and New
Zealand for two major CRM vendors, PeopleSoft and Siebel (now Oracle).
At Customer Connect Australia, John has helped organizations in a wide
range of industries to succeed with their customer-centricity/customer
management programmes. His work includes business consulting, CRM



xviii Acknowledgements

strategy, customer management education, managing business transition
and customer management (CMAT™) assessment. John contributed a
chapter to the first edition of this book, and the current Chapter 13, IT for
CRM, draws heavily on that foundation. John and I have worked together
on a number of CRM educational projects.

Matthew Holden is a highly experienced IT executive who has held
senior positions at both Oracle and SAP. Currently based in Singapore,
he has been a lead CRM implementation consultant at various companies
including Fosters Ltd, AAPT and Cellarmaster Wines. He now works
with large Asian companies and governments across the entire
information technology software spectrum from ERP to CRM. More
information is available at www.matthewholden.com.au. I first met
Matthew when he enrolled as a PhD candidate and I had the pleasure of
assisting him on the doctoral pathway. We have since worked together on
a number of CRM educational projects. John and Matthew both read and
commented on the technology-heavy chapters of this book. Thank you
both for your input.

A number of doctoral candidates that I have supervised or advised
have contributed significantly to the book. Special mention must go to
Daniel Prior who identified and reviewed a number of different schools
of relationship management. His thoughtful analysis provides a strong
foundation for the discussion in Chapter 2. A number of chapters
were read and critiqued by doctoral candidates Sergio Biggemann,
Martin Williams, Reiny Iriana and Chris Baumann. Thank you, and
congratulations on your own achievements: you are all Doctors now.
May you continue to be successful. Jana Bowden also reviewed early
drafts of chapters. You're the next to graduate.

A number of academic colleagues past, present and perhaps future,
have also contributed feedback on drafts or engaged in helpful debate
and discussion, amongst them Lawrence Ang, David Ballantyne, Sue
Creswick, Christine Ennew, Robert East, John Murphy, Pete Naude,
Sharon Murray, Adrian Payne, Thomas Ritter, Willem Selen, Alan
Thomas, Ian Wilkinson, Steve Worthington and Louise Young.

I'd like to thank a number of clients with whom I've worked,
including DNAML, MGSM, Microsoft, NIB, Nu-Wa, SAS and PLAUT.
Special mention goes to Adam Schmidt, Bill Gates, Asha Oudit, Bob
Knox, Helene Cederqvist and David Prior.

Many publishers, companies and authors have granted permission for
their copyright materials to be reproduced in this book. These include
photographs, line drawings, conceptual models, research data and
screenshots. Every effort has been made to identify and contact copyright
owners, and I am very pleased to acknowledge their contributions in
the body of the book and in chapter endnotes. In the event that there
has been any failure to acknowledge a source appropriately, please let
me know and I'll correct the omission or amend the error at the first
opportunity.

To all those at Elsevier who have been involved in the process of
bringing the book to market I extend a vote of thanks: Ailsa Marks, Tim
Goodfellow, Liz Burton, Sarah You and Stephani Allison. Appreciation is
also extended to Lewis Buttle of eLAB Design who designed the cover.



Acknowledgements xix

Thanks, too, to my colleagues at Francis Buttle & Associates (www.
buttleassociates.com) including Sam English, Lawrence Ang, Lee
Williams, Abdullah Aldlaigan and Rizal Ahmad. Also, I appreciate the
support of colleagues at Listening Post (www.listeningpost.com.au),
particularly Leigh Thomas, David Young and Andrew Jones.

Finally, if you want to get in touch about the book, you can reach me
at francis@buttleassociates.com



This page intentionally left blank



