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BRAND NEW, Customer Service Pocketbook (2nd Revised
edition), Sean McManus, Tony Newby, The new, 3rd edition of
the Customer Service Pocketbook will be published in October
2013. A key title in the Pocketbook Series, the book is for
everyone who contributes, directly or indirectly, to giving the
customer excellent service. It has been fully revised to reflect
the challenges of responding to customers' needs via a variety
of different channels, including social media. The book covers
why good service matters, listening skills, how to turn
complaints into opportunities, effective communication
methods and much more. The importance of setting
standards, measuring customer service and mystery shopper
programmes are discussed. Recognising and respecting
internal customers is also addressed and there are case
studies, checklists and an action planning section.
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Reviews

The publication is fantastic and great. It really is basic but shocks from the 50 percent from the ebook. Its been written
in an remarkably easy way in fact it is only soon a>er i finished reading this ebook in which really changed me, alter
the way in my opinion.
-- Ja ym e K uhlm a n      

Very helpful for all type of individuals. It is amongst the most incredible ebook i have got study. I am just very easily
could get a satisfaction of reading a composed publication.
-- Mika yla  Rom a g uer a       
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