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		Abstract

		Don't get me wrong: I have nothing against customers. Some of my best friends are customers.  

Customers are a good thing, by and large, provided they're kept well downwind. My problem is with the concept of-and I shudder to write the term - "customer centricity." Everyone in business today seems to take it as a God-given truth that companies were put on this earth for one purpose alone: to pander to customers. Marketers spend all their time slavishly tracking the needs of buyers, then meticulously crafting products and pitches to satisfy them. If corporate functions were Dickens characters, marketing would be Uriah Heep: unctuous, ubiquitous, unbearable. My friends, it's gone too far. The truth is, customers don't know what they want. They never have. They never will. The wretches don't even know what they don't want, as the success of countless rejected-by-focus-groups products, from the Chrysler minivan to the Sony Walkman, readily attests. A mindless devotion to customers means me-too products, copycat advertising campaigns, and marketplace stagnation. 


	

	

	
		
		


	

	
	

		
		

	
	


	

	
	
	
		
	
	
	

	
	
		
		
			
				
			
		
		Keywords: customers, customer centricity, advertising campaigns, marketplace stagnation

	
	

	
    

    
	

	
	
	

	
	

























    	
	
	
	
   	
	
	
	
	
	            
	















	











    
    










    
    
    
    
















	






	
		Suggested Citation:
		Suggested Citation
	

	
		
			Brown,  Stephen, Torment Your Customers (They'll Love It) (October 1, 2001). Harvard Business Review, Vol. 79, No. 9, pp. 82-88, 2001,  Available at SSRN: https://ssrn.com/abstract=2016907
		
	

	

	
	
	

	
		
	

	

	
	
		

	










    
    










    
    
    
    





















	


	























	
	

		

		

		
		
		

		
		
			
				
					
						Stephen Brown (Contact Author)

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				
				
				


				Ulster University  ( email )

			

			
			
				
				
				
					Northland Road
Londonderry, BT48 7JL
Northern Ireland

				

				
			

			

		

		
	

	





	

	

	
	
		
	

	

	
	




				
				
				









	
	    












    
    






    
    







    









    
        
        
        
            
            

            

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    [image: PDF icon]Download This Paper
                    
                
            

        
    
        
    

            
            
                

                

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Open PDF in Browser
                    
                
            

        
    
        
    
            
        

    




















	














	
	    







 



	




	







	







































				

				

				
					
						

						
						

						

						
						

					
				

			


			
				
					
						
						
	










	
	    














	
	    














	
	    







	
		Do you have negative results from your research youâ€™d like to share?

		
			

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit Negative Results
                    
                
            

        
    
        
    
		

	



					

				
				
					
					


	












	
	
	








	
		
			Paper statistics

		

	


	
		
		 
			
				Downloads

				    1,604

			

		
		
		
			Abstract Views

			    5,070

		

		
		 
		
			Rank

			   21,167

		

		
	


	
		
            
            	        4 Citations
		

	

	



	
		PlumX Metrics

		
			
		

		
			
		

	





				


				
				
				
					

    
        
            Related eJournals

        	
                    Managerial Marketing eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                Managerial Marketing eJournal

                                
                                    Subscribe to this fee journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                              141

                                    

                                    
                                        PAPERS

                                            5,456

                                    

                                

                                
                            

                        

                    

                


        
        

    


				


				
					
					

















    
        
            Recommended Papers

            	
                        
                        

                        
                        
                        How are Management Fashions Institutionalized? The Role of Institutional Work

                        
                            By
                                
                                
                                    
                                    Markus Perkmann
                                     and 
                                
                                    
                                    Andre Spicer
                                    
                                
                            

                        
                        
                    
	
                        
                        

                        
                        
                        Organization/Literature: Exploring the Seam

                        
                            By
                                
                                
                                    
                                    Christian De Cock
                                     and 
                                
                                    
                                    Christopher Land
                                    
                                
                            

                        
                        
                    
	
                        
                        

                        
                        
                        Of Philip K. Dick, Reflexivity, and Shifting Realities: Organizing (Writing) in Our Post-Industrial Society

                        
                            By
                                
                                
                                    
                                    Christian De Cock
                                    
                                
                            

                        
                        
                    


                    
                        	
                            
                            

                            
                            
                            Technological Innovation and the Use of RFID at the Consumer Interface - A Three-Tiered Hierarchy of Benefits Perspective

                            
                                By
                                    
                                    
                                        
                                        Mairead Brady
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            Jumpstarting the Future with Fredric Jameson: Reflections on Capitalism, Science Fiction and Utopia

                            
                                By
                                    
                                    
                                        
                                        Christian De Cock
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            â€˜Donâ€™t Forget the Fruit Gums, Chumâ€™: Marketing Under Erasure and Renewal

                            
                                By
                                    
                                    
                                        
                                        Anthony Patterson
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            Where the Wild Brands Are: Some Thoughts on Anthropomorphic Marketing

                            
                                By
                                    
                                    
                                        
                                        Stephen Brown
                                        
                                    
                                

                            

                            
                            
                        



            
            
                 
            
        

    

				

			

		


		
				
					Feedback
					
				

			

			


	
		
		Feedback to SSRN

		
			
				
					Feedback
					 (required)
				
				
			

			
				
					Email
					 (required)
				
				
			

			
				Submit
				
			
		

		

		If you need immediate assistance, call 877-SSRNHelp (877 777 6435) in the United States, or +1 212 448 2500 outside of the United States, 8:30AM to 6:00PM U.S. Eastern, Monday - Friday.

	







	

	
	
		
		

	




	
	





  
  

	
	
		
	


	
	
		
			
			
		
	


	
	
	






		
		














	
		
			
				
                    

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit a Paper
                    
                        
                    
                
            

        
    
        
    
					Section 508 Text Only Pages
				

			
			
				SSRN Quick Links 

					SSRN Solutions
	Research Paper Series
	Conference Papers
	Partners in Publishing
	Jobs & Announcements
	Special Topic Hubs


			

			
				SSRN Rankings 

					Top Papers
	Top Authors
	Top Organizations


			

			
				About SSRN 

					Network Directors
	Announcements
	Contact us
	FAQs


			

			
		

			
	
	


		
			
				
			

			
				
					Copyright
					Terms and Conditions
					Privacy Policy
				

				
					All content on this site: Copyright Â© 2023 Elsevier Inc., its licensors, and contributors. All rights are reserved, including those for text and data mining, AI training, and similar technologies. For all open access content, the Creative Commons licensing terms apply.

					We use cookies to help provide and enhance our service and tailor content.

					To learn more, visit
					Cookie Settings.
					
						
							
							This page was processed by aws-apollo-l100 in   0.066 seconds 
						
					
					

				

			

			
				
			

		

	









	
		
		
		
		


    
        
        
        

        
        
                
                
                    
                
            
    

    

    


		






    























    




    








	


		[image:  ]

		
		
		
		
		
		
		
		
		
		
	

