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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• Employees’ interests often don’t align with company
goalsOnce 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 best.
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From reader reviews:

Madelyn McDowell:

Why don't make it to be your habit? Right now, try to ready your time to do the important behave, like
looking for your favorite guide and reading a guide. Beside you can solve your short lived problem; you can
add your knowledge by the guide entitled Service Failure: The Real Reasons Employees Struggle With
Customer Service and What You Can Do About It. Try to make the book Service Failure: The Real Reasons
Employees Struggle With Customer Service and What You Can Do About It as your friend. It means that it
can being your friend when you really feel alone and beside that of course make you smarter than ever
before. Yeah, it is very fortuned for yourself. The book makes you much more confidence because you can
know every little thing by the book. So , let's make new experience along with knowledge with this book.

James Barclay:

In other case, little people like to read book Service Failure: The Real Reasons Employees Struggle With
Customer Service and What You Can Do About It. You can choose the best book if you love reading a book.
As long as we know about how is important a book Service Failure: The Real Reasons Employees Struggle
With Customer Service and What You Can Do About It. You can add know-how and of course you can
around the world by just a book. Absolutely right, mainly because from book you can realize everything!
From your country until finally foreign or abroad you will be known. About simple thing until wonderful
thing you may know that. In this era, we could open a book or searching by internet product. It is called e-
book. You may use it when you feel fed up to go to the library. Let's learn.

Margaret Honig:

The book Service Failure: The Real Reasons Employees Struggle With Customer Service and What You Can
Do About It make you feel enjoy for your spare time. You can utilize to make your capable much more
increase. Book can to get your best friend when you getting stress or having big problem with the subject. If
you can make looking at a book Service Failure: The Real Reasons Employees Struggle With Customer
Service and What You Can Do About It for being your habit, you can get a lot more advantages, like add
your current capable, increase your knowledge about a few or all subjects. You may know everything if you
like open and read a reserve Service Failure: The Real Reasons Employees Struggle With Customer Service
and What You Can Do About It. Kinds of book are several. It means that, science book or encyclopedia or
some others. So , how do you think about this book?

Kelli Valverde:

Can you one of the book lovers? If so, do you ever feeling doubt if you find yourself in the book store? Aim
to pick one book that you find out the inside because don't evaluate book by its deal with may doesn't work is
difficult job because you are frightened that the inside maybe not while fantastic as in the outside seem likes.
Maybe you answer is usually Service Failure: The Real Reasons Employees Struggle With Customer Service



and What You Can Do About It why because the amazing cover that make you consider in regards to the
content will not disappoint anyone. The inside or content is usually fantastic as the outside or cover. Your
reading 6th sense will directly direct you to pick up this book.
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