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马修·迪克森在《得来全不费工夫》（THE EFFORTLESS EXPERIENCE）发展了突破性的销售理念。这些理念源于过去几年来的著名畅销书《销售挑战》（The Challenger Sale）。
传统智慧坚持加强忠诚度。公司必须改进预期服务，以便让顾客“开心”。这种观念根深蒂固，因此经理几乎不会予以审视。这样一来，公司就会集中精力搞华而不实的炫耀活动，忽略了通过电话、网络或亲自接触，解决基础服务的问题。

无论特殊待遇多么令人兴奋，“炫耀成分”解决不了客户的问题。然而，大多数公司没有意识到这一点，一味致力于白费力气的投资，失去了客户和得来全不费工夫的忠诚。

在《得来全不费工夫》（THE EFFORTLESS EXPERIENCE）书中，马修·迪克森跟他的合作者尼古拉斯·托曼（Nicholas Toman）、里克·德里西（ Rick DeLisi ）揭示了这个“愉快的悖论”。他们的研究显示了公司为什么应该抛弃小动作，专心解决客户的问题。忠诚度主要取决于实实在在的基础承诺，而不是眼花缭乱的刺激性表演。

本书探讨两种影响各公司售后服务战略的关键发现。

企业只顾让客户开心，并不能建立忠诚度。他们如果少在这方面费力，专心解决客户的问题，倒是可以实现这个目的。获得客户忠诚的最佳途径得来全不费工夫。
企业弄清这一点，就能改善客户服务、削减售后服务的开支、减少客户流失。

企业防范于未然，提升客户交流的感情层面，回馈客户的不满、为客户减轻困难。这些措施都能更好地集中于解决问题。反过来，这种策略能够实现他们一直渴望的目的：让客户开心。"Well, surely you can skip one meeting, Jason." I fought down my disappointment with a dash of irritation. . . "I really can't skip this conference. I'm an invited speaker, and I'm responsible for one of the tracks"I haven't heard anything about a meeting," I mutter"Well, it's in Canada, out in the middle of the plains. It didn't occur to me that you'd be interested since it's probably not a place famed for its gourmet food. There aren't even any activities for accompanying persons.""And you'd rather go there than on a wonderful cruise? What are the meeting datJason told me and remarked that although he'd be free after the meeting, we couldn't very well try to catch the cruise out in the Atlantic Ocean, which was probably where the ship would be, coming or going from the Canary Islands"Fine," I said. "I'll have to go by myself." There was another silence. Then Jason said, "I wish you wouldn't, Carolyn. Some of those places are in North Africa. Given the tumult in the Muslim world, I'd be worried about you all the time you were go"Well, I'll be worried that you might get run over by a tractor out there on the great plains of Canada. We'll both just have to hope for the best." 
And that was the way it ended. Jason would not go, and he didn't want me to go by myself. He probably thought I'd stumble across another corpse, and he wouldn't be there to urge me to mind my own business. I was really very peeved with him. 

Luz Vallejo-Chapter Two 

. . ."Why would I want to go on a frigging cruise?" I finally interrupted. "My knees would freeze up from sitting too long on the airplane, I wouldn't know the languages anywhere we got off, I'd hate all the snobbish passengers, I don't have any evening gowns to wear to the gourmet dinners, which I wouldn't like anyway, and I'd probably get seasick and spend the whole time barfing on their fancy carpets." 

Carolyn said, "Nonsense." 

"It's not like El Paso's really a seafaring section of the country," I put in before she could tell me why my reasons for not going were nonsense. . . . 

Carolyn snorted. "You won't drown, and it just so happens that I cut out an article about exercises one can do in an airplane seat that prevent frozen knees, not to mention those blood clots that scoot up to your brain or lungs and kill you." 

"Blood clots?" That didn't sound good. 

So that's how it went, and guess who ended up getting talked into taking a cruise? I had to agree. Otherwise, Carolyn would have gone on and on about the history of the Canary Islands. My only consolation was that it would be my first and last cruise. And it wasn't going to cost me much. . . .But my mom wasn't going to be happy when I missed Mother's Day because I was thousands of miles away, wandering around some country with a bunch of Arabs in it. 

Carolyn-Chapter Three 

I took a big gulp of wine, but it didn't help, so I dropped my head into my hands and wondered what I was going to do. Luz had already agreed to the trip. "Don't you think you should have told me before you invited [your mother] on my Mother's Day cruise?" 

"It didn't occur to me that you'd object," said Jason stiffly. "I thought you'd appreciate the company, and after all, she has had health problems. A cruise will be just the thing for her. Her doctor agreed. She can take walks around the decks and that sort of thing. She hates the gym so much, she quit." 

So if I continued to object, I would be endangering Vera's health? That's what my husband was saying? And what about Luz? I really wanted to take the cruise with Luz. If the other passengers were snobbish, Luz would be the perfect antidote. And her reaction to cruise luxury and entertainment would be a source of entertainment in itself. Whereas Vera would probably try to talk the female crew into going on strike or wonder loudly why cruise captains were never women and organize a gender-discrimination campaign against the cruise line. . . 

"If you don't want to take her with you, you'll have to call and tell her yourself," said Jason, looking grim as he forked creamy, oniony potatoes au gratin from the crispy potato skin I'd put on his plate. 

Wasn't that just like a man? He got me into an embarrassing, hopeless situation and then refused to accept responsibility for his actions. And what was I to do? Refuse to take his mother along because of my invitation to Luz, whom he didn't even like? Choose one of my prospective roommates to disinvite? That's obviously what I had to do. 

Or did I? 
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Cathie Linz is a USA Today bestselling author whose sexy, humorous stories are “charming” (Chicago Sun-Times) and “pure fun” (Booklist). 

Pamela Clare’s “impressive” talents at spinning sexy romantic tales have been hailed as “great” (USA Today bestselling author Patricia Potter). 

[image: image2.png]



作者简介：
马修·迪克森（Matthew Dixon）是CEB销售和服务常务董事（原先称为公司执行委员会）。他负责管理销售领导委员会和客户服务，同时为全球一千多家销售与客服组织服务。 他的近著《销售挑战》（The Challenger Sale ）名列《华尔街日报》（ Wall Street Journal ）畅销榜首、亚马逊分类第一位。

尼克·托曼（Nick Toman）是CEB销售事务研究室主任。他观察销售领导委员会的全球研究和产品开发和中小企业的销售领导委员会。后者为六百五十多家销售组织服务。

里克·德里西（Rick DeLisi ）是公共演讲家。他在全球各地旅行、介绍业务，跟世界最大的公司交流研讨。过去七年多，他去过二十一个国家、一百多座城市。
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