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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:

Beatrice Pearson:

Nowadays reading books are more than want or need but also work as a life style. This reading routine give
you lot of advantages. Associate programs you got of course the knowledge even the information inside the
book in which improve your knowledge and information. The details you get based on what kind of reserve
you read, if you want get more knowledge just go with knowledge books but if you want truly feel happy
read one together with theme for entertaining like comic or novel. The Service Failure: The Real Reasons
Employees Struggle With Customer Service and What You Can Do About It is kind of guide which is giving
the reader capricious experience.

Larry Parrish:

Spent a free the perfect time to be fun activity to do! A lot of people spent their free time with their family,
or their particular friends. Usually they doing activity like watching television, about to beach, or picnic
within the park. They actually doing same every week. Do you feel it? Do you need to something different to
fill your own free time/ holiday? May be reading a book could be option to fill your cost-free time/ holiday.
The first thing you ask may be what kinds of reserve that you should read. If you want to test look for book,
may be the guide untitled Service Failure: The Real Reasons Employees Struggle With Customer Service
and What You Can Do About It can be fine book to read. May be it is usually best activity to you.

Kenneth Flowers:

In this era which is the greater man or woman or who has ability in doing something more are more
important than other. Do you want to become certainly one of it? It is just simple way to have that. What you
must do is just spending your time almost no but quite enough to have a look at some books. Among the
books in the top record in your reading list is definitely Service Failure: The Real Reasons Employees
Struggle With Customer Service and What You Can Do About It. This book which is qualified as The
Hungry Hills can get you closer in turning out to be precious person. By looking upward and review this
reserve you can get many advantages.

Ruth Coleman:

Reading a publication make you to get more knowledge from that. You can take knowledge and information
from the book. Book is published or printed or created from each source which filled update of news. With
this modern era like currently, many ways to get information are available for you actually. From media
social such as newspaper, magazines, science book, encyclopedia, reference book, story and comic. You can
add your knowledge by that book. Isn't it time to spend your spare time to spread out your book? Or just
seeking the Service Failure: The Real Reasons Employees Struggle With Customer Service and What You
Can Do About It when you required it?
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