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From remarkably frank and credible responses to their comprehensive research questionnaire, Tian and Keep
provide a unique, wide ranging catalogue of frauds that customers perpetrate on businesses--and what
marketers can do to combat it. They were able to receive and analyze more than 250 written descriptions--a
71% response rate!--of the acts that customers committed and the methods they used. Instead of merely a
checklist, Tian and Keep obtained their data in the customers' own words, resulting in highly detailed and
reliable insights into why customers did what they did. They find that customer fraud has emerged as a form
of guerilla warfare against companies, that it is adapted to specific situations, and that underlying customers'
motivation is a need to get even. Ethics has little do with it. In fact, some respondents even asserted that they
had an obligation to commit fraud: they did it to retaliate against what they perceived as unethical acts that
businesses committed against them. The result is a rare documentation of the specifics of fraud, how it
threatens not only business but entire economies, and the actions--bold and subtle--that marketers can take in
self-protective response.

Not only will corporate management, particularly in marketing, get detailed descriptions of their customers'
fraud strategies and tactics, but they will also receive insights into where they are vulnerable and why. Tian
and Keep show that fraud has become so socially acceptable among middle class customers that they are
willing to share their tactics, strategies, and secrets with their friends. With this as their foundation, the
authors give practitioners an arsenal of detection and deterrence methods. Equally important, they provide
ways to implement them without alienating their other, blameless customers. They also show marketers what
they can do to reestablish trust in their marketing exchanges with customers, and improve relationships in
ways that will diminish (if not fully eliminate) the incidence of fraud. For management generally as well as
marketers in companies of all sizes and type, Tian's and Keep's book is essential, engrossing, and useful
reading.
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From reader reviews:

Travis Ralls:

The book Customer Fraud and Business Responses: Let the Marketer Beware can give more knowledge and
information about everything you want. Why must we leave the best thing like a book Customer Fraud and
Business Responses: Let the Marketer Beware? Several of you have a different opinion about reserve. But
one aim that will book can give many information for us. It is absolutely appropriate. Right now, try to closer
with the book. Knowledge or data that you take for that, you can give for each other; you can share all of
these. Book Customer Fraud and Business Responses: Let the Marketer Beware has simple shape
nevertheless, you know: it has great and large function for you. You can appearance the enormous world by
open and read a publication. So it is very wonderful.

James Ellis:

Information is provisions for people to get better life, information currently can get by anyone in
everywhere. The information can be a expertise or any news even restricted. What people must be consider
when those information which is within the former life are challenging be find than now is taking seriously
which one works to believe or which one often the resource are convinced. If you get the unstable resource
then you get it as your main information you will see huge disadvantage for you. All those possibilities will
not happen inside you if you take Customer Fraud and Business Responses: Let the Marketer Beware as your
daily resource information.

Robin Holloway:

Do you one of the book lovers? If so, do you ever feeling doubt if you find yourself in the book store? Aim
to pick one book that you never know the inside because don't determine book by its handle may doesn't
work is difficult job because you are frightened that the inside maybe not as fantastic as in the outside seem
likes. Maybe you answer may be Customer Fraud and Business Responses: Let the Marketer Beware why
because the fantastic cover that make you consider in regards to the content will not disappoint a person. The
inside or content is definitely fantastic as the outside or perhaps cover. Your reading 6th sense will directly
make suggestions to pick up this book.

Teresa Bradshaw:

The book untitled Customer Fraud and Business Responses: Let the Marketer Beware contain a lot of
information on the idea. The writer explains the woman idea with easy means. The language is very
straightforward all the people, so do not worry, you can easy to read this. The book was compiled by famous
author. The author gives you in the new age of literary works. It is easy to read this book because you can
keep reading your smart phone, or program, so you can read the book throughout anywhere and anytime. In a
situation you wish to purchase the e-book, you can open their official web-site in addition to order it. Have a
nice study.
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