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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:

Anna Williams:

Book is written, printed, or illustrated for everything. You can know everything you want by a e-book. Book
has a different type. To be sure that book is important factor to bring us around the world. Adjacent to that
you can your reading proficiency was fluently. A book Service Failure: The Real Reasons Employees
Struggle With Customer Service and What You Can Do About It will make you to possibly be smarter. You
can feel considerably more confidence if you can know about everything. But some of you think this open or
reading a book make you bored. It is not make you fun. Why they might be thought like that? Have you
seeking best book or ideal book with you?

Nicholas Poston:

The book Service Failure: The Real Reasons Employees Struggle With Customer Service and What You Can
Do About It can give more knowledge and also the precise product information about everything you want.
So just why must we leave a good thing like a book Service Failure: The Real Reasons Employees Struggle
With Customer Service and What You Can Do About It? Some of you have a different opinion about e-book.
But one aim this book can give many information for us. It is absolutely right. Right now, try to closer along
with your book. Knowledge or information that you take for that, you can give for each other; you could
share all of these. Book Service Failure: The Real Reasons Employees Struggle With Customer Service and
What You Can Do About It has simple shape but you know: it has great and massive function for you. You
can search the enormous world by open up and read a guide. So it is very wonderful.

Lorraine Joyner:

Hey guys, do you wants to finds a new book to study? May be the book with the concept Service Failure:
The Real Reasons Employees Struggle With Customer Service and What You Can Do About It suitable to
you? Typically the book was written by renowned writer in this era. Typically the book untitled Service
Failure: The Real Reasons Employees Struggle With Customer Service and What You Can Do About Itis the
main one of several books that everyone read now. That book was inspired many people in the world. When
you read this e-book you will enter the new dimensions that you ever know before. The author explained
their strategy in the simple way, thus all of people can easily to comprehend the core of this book. This book
will give you a lots of information about this world now. To help you see the represented of the world in this
book.

Frankie Lampkins:

You may spend your free time to study this book this publication. This Service Failure: The Real Reasons
Employees Struggle With Customer Service and What You Can Do About It is simple to deliver you can
read it in the park, in the beach, train and soon. If you did not have much space to bring the printed book, you
can buy the e-book. It is make you much easier to read it. You can save the book in your smart phone. So



there are a lot of benefits that you will get when one buys this book.
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