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Sense and Respond:
The Journey to Customer Purpose

In today’s increasingly competitive environment where consumers are demanding
more variety and individualisation, enhanced productivity or economies of scale will
no longer be enough to ensure companies survival

A new book from Palgrave Macmillan continues the debate surrounding lean
thinking and emphasizes the need for customer focus and front-line
leadership in order to succeed in the competitive world of business.

Sense and Respond, The Journey to Customer Purpose argues that lean :
thinking should be a driving force in helping companies identify what is of SENEIif
value to the customer. By sensing and responding to the customer’s changing YAND
needs in a holistic way, the customer’s voice begins to impact not only on the
design and delivery of products and processes but on the very nature of the
organisation itself.

The book examines and challenges conventional thinking and organisational
designs. It explores the consequences and constraints inherent within traditional management
philosophies and suggests an alternative approach that places customer intelligence and
employee creativity at the heart of transformation. It also addresses the thorny issues of
transformational leadership and operational resistance experienced within front line operations
and the board room.
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About the Book

Sense and Respond: The Journey to Customer Purpose is published in hardback in June priced at £25.00, ISBN: 1-
4039-4573-X For further information, to order a review copy or to arrange an interview, please contact: Clare Lawson,
Palgrave Macmillan, Houndmills, Brunel Road, Basingstoke, RG21 6XS Tel: (01256) 302 720, fax: (01256) 330 688
email: c.lawson@palgrave.com




