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INTRODUCTION
A NEW REVOLUTION

Here we are at the turn of another century. With each new century we have entered a
new era. There was the Agricultural Revolution at the start of the 18™ Century, the
Industrial Revolution at the start of the 19" Century, and the ‘communications’ revolution
(the telephone) at the start of the 20" Century.

What revolution awaits us this time? The internet and mobile communications are having
a dramatic effect on the way we lead our lives. People’s buying practices are changing,
and with this the customer revolution is underway. The importance of customer service is
fast emerging. Now, the mass media creates the awareness and the customers come to
you: it's less to do with selling, more to do with helping customers buy from you, again
and again!
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