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	Ken Blanchard and Sheldon Bowles (1993) said it best in Raving Fans: A Revolutionary Approach to Customer Service: “If you really want to ‘own’ a customer, if you want a booming business, you have to go beyond satisfied customers and create Raving Fans” (p. 13) The raving fan approach in tandem with Porter’s five forces model can help business managers and leaders develop an effective approach. This element is a reminder that you can get business and that is no inexpensive endeavor. However, keeping business and growing it is just as important. In fact, new customer acquisition is often more costly than keeping and growing a current customer. 
Business Referrals
Some business experts espouse a method of gathering customer satisfaction information. Although you may ask a variety of questions to better understand what is working and what is not in terms of customer satisfaction, there is only one question that needs to be asked: “Would you refer our business to someone else?” The proposition is that if the answer is “Yes,” then it covers almost everything at a fundamental level. In addition, satisfaction with the service or product is high enough that the customer would refer your business to others. Ultimately, this is what it boils down to: satisfaction supports growth.
In this module, you will examine customer satisfaction and growth and acquire a better understanding of how supply chain management works. Walmart’s success in managing its supply chain has enabled it to dominate its competition, maintain an inventory, and meet customer demand without oversupply costs and consequences (Accounting Software Advisor [ASA] Research, n.d.). As you work through the assignments in this module, consider this and how supply chain management influences or drives business.
ASA Research. (n.d.). Supply chain. Retrieved fromhttp://www.asaresearch.com/ecommerce/supplychain.htm
Blanchard, K., & Bowles, S. (1993). Raving fans: A revolutionary approach to customer service. New York, NY: William Morrow and Company.
Using the navigation on the left, please proceed to the next page.
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	You will also submit your preliminary strategy audit as part of LASA 1 by the end of this module.
Those with significant business experience understand the value of this assignment—that it is an important process related to business review and assessment and potential strategic realignment. For those with less experience, one way to approach this aspect of the course and the development of this project is to equate it to building a house. The land is always graded and essential plumbing and other internal organs that come from the outside to support the house have to be in place prior to laying the foundation and framing the house. The reason builders build in phases is exactly why successful businesses do the following:
· Create a vision
· Develop strategies around their vision
· Plan for implementation or execution
· Assess
This methodical sequencing prevents problems. Review your preliminary strategy audit and make sure you have covered all the required elements for this phase of the project. You could also use a checklist, and possibly have someone review and ask them to question what you have presented or developed thus far.
In the assignments for this module, you will also explore the supply chain. The supply chain is the links in the logistics process.
Using the navigation on the left, please proceed to the next page.
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In Module 1, you had the opportunity to review the capstone course project. To stay on track to deliver your strategy audit in Module 5, you should start framing your project including the following aspects:
· Title
· Agenda
· Summary of audit
· Recommendations
· Key measurements
· Risks and benefits
· Call to action
· Next steps
Be sure to let your instructor know if you have any questions or have met any major obstacles.
Revisit the Overview of LASAs section in Module 1 for reviewing information about the LASA.
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