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Service Failure: The Real
Reasons Employees Struggle
with Customer Service and What
You Can Do About it

By Jeff Toister

Amacom. Paperback. Book Condition: new. BRAND NEW, Service
Failure: The Real Reasons Employees Struggle with Customer
Service and What You Can Do About it, Jeff Toister, Customer
service goals have been articulated, messages drilled, and
incentive programs created. But many employees still deliver
lackluster service. What does it take to get them functioning as
stellar frontline representatives of the company? Rather than
offering another set of tactics for improving customer service,
this book takes a novel approach by rooting out the real reasons
employees aren't delivering the service they should. The results
can be both surprising and illuminating, such as: company
culture doesn't always support service excellence; over-emphasis
on cost reduction often increases the cost of service; employees
are torn between doing the right thing for the customer and
following policy; poor products and services can make helping
the customer nearly impossible; and, employees' interests often
don't align with company goals. Once core problems are
identified, the book offers corrective solutions, including
redirecting coaching efforts, revisiting policies and procedures,
clarifying roles and responsibilities, and more. Filled with inside
stories from well-known organizations and the latest scientific
research, "Service Failure" helps people overcome the obstacles
preventing them from doing their very...
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R eviews

An incredibly wonderful book with perfect and lucid explanations. It normally is not going to price a lot of. I am just
very happy to tell you that this is the greatest pdf we have go through within my personal lifestyle and could be he
finest book for at any time.
-- B a r t Lowe    

This is basically the greatest pdf i actually have go through till now. It is definitely simplistic but surprises within the
fifty percent in the ebook. I am easily will get a delight of studying a published ebook.
-- Hym a n O 'Conner  III       
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It's  J u st a Date:  H o w  to  Get 'em, H o w  to  Read  'em, an d  H o w  to  Ro ck 'em                  
HarperCollins Publishers. Paperback. Book Condition: new. BRAND NEW, It's Just a Date: How
to Get 'em, How to Read 'em, and How to Rock 'em, Greg Behrendt, Amiira Ruotola-Behrendt,
A fabulous new guide to dating co-authored by Greg Behrendt, former writer on...

Plen ty o f p ickles.co m ( Pap erb ack)        
Createspace, United States, 2013. Paperback. Book Condition: New. 229 x 152 mm. Language:
English . Brand New Book ***** Print on Demand *****.Interested in taking a peek into the
world of internet dating? Then order a copy of this adult non-fictional book...

C h ristmas Fav o u rite Sto ries:  Sto ries +  J o kes + C o lo u rin g Bo o k: C h ristmas                            
Sto ries f o r Kid s ( Bed time Sto ries f o r A ges 4- 8) :  Bo o ks f o r Kid s:  Fu n  C h ristmas                                  
Sto ries,  J o kes f o r Kid s,  C h ild ren  Bo o ks,  Bo o ks f o r Kid s,  Free Sto ries ( C h ristmas                        
Bo o ks f o r C h ild ren )  ( P         
Createspace Independent Publishing Platform, United States, 2015. Paperback. Book
Condition: New. 203 x 127 mm. Language: English . Brand New Book ***** Print on Demand
*****.Merry Xmas! Your kid will love this adorable Christmas book with a lot of interesting tales
and...

Gran d p a Sp an ielso n 's C h icken  Po x Sto ries:  Sto ry  #1:  Th e Octo p u s ( I C an  Read                                 
Bo o k 2) 
HarperCollins, 2005. Book Condition: New. Brand New, Unread Copy in Perfect Condition. A+
Customer Service! Summary: Foreword by Raph Koster. Introduction. I. EXECUTIVE
CONSIDERATIONS. 1. The Market. Do We Enter the Market? Basic Considerations. How and
Which Niche? Market Analysis: Who Are...

TJ  n ew  co n cep t o f  th e Presch o o l Qu ality  Ed u catio n  En gin eerin g:  n ew  h ap p y                                    
learn in g y o u n g ch ild ren  ( 3- 5 y ears o ld )  d aily  learn in g b o o k In termed iate ( 2)                                  
( C h in ese Ed itio n )      
paperback. Book Condition: New. Ship out in 2 business day, And Fast shipping, Free Tracking
number will be provided aQer the shipment.Paperback. Pub Date :2005-09-01 Publisher:
Chinese children before making Reading: All books are the Youth Pre-employment Training
software download generated pictures...

TJ  n ew  co n cep t o f  th e Presch o o l Qu ality  Ed u catio n  En gin eerin g th e d aily                                
learn in g b o o k o f :  n ew  h ap p y  learn in g y o u n g ch ild ren  ( 2- 4 y ears o ld )  in  small                                         
classes ( 3) ( C h in ese Ed itio n )        
paperback. Book Condition: New. Ship out in 2 business day, And Fast shipping, Free Tracking
number will be provided aQer the shipment.Paperback. Pub Date :2005-09-01 Publisher:
Chinese children before making Reading: All books are the Youth Pre-employment Training
software download generated pictures...
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