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Your service team may represent the first, last, or only interaction point between your customers and your
company. Your front-line service professionals make or break countless opportunities, leads, sales, and
relationships every day. Completely revised and updated to meet the challenges of a new service landscape,
the second edition of "Customer Service Training 101" presents proven techniques for creating unforgettable
customer experiences. The book covers every aspect of face-to-face, phone, Internet, and self-service
customer relations, and provides simple yet powerful tips for: projecting a positive attitude and making a
great first impression; communicating effectively, both verbally and nonverbally; developing trust,
establishing rapport, and making customers feel valued; and confidently handling difficult customers and
situations. The new features include: 'How Do I Measure Up?' self-assessments, and 'Doing It Right'
examples from the author's extensive customer service experience. Every step-by-step lesson in this
comprehensive and inspiring training manual is augmented with instructive sidebars, a summary of key
points, practice exercises, and so much more.
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From reader reviews:

Berneice Ritzman:

Do you have favorite book? For those who have, what is your favorite's book? Reserve is very important
thing for us to know everything in the world. Each book has different aim as well as goal; it means that book
has different type. Some people sense enjoy to spend their time to read a book. They can be reading whatever
they consider because their hobby will be reading a book. Why not the person who don't like examining a
book? Sometime, particular person feel need book when they found difficult problem or maybe exercise.
Well, probably you will want this Customer Service Training 101: Quick and Easy Techniques That Get
Great Results.

Robert Stewart:

The book Customer Service Training 101: Quick and Easy Techniques That Get Great Results make one feel
enjoy for your spare time. You may use to make your capable considerably more increase. Book can to be
your best friend when you getting stress or having big problem with your subject. If you can make looking at
a book Customer Service Training 101: Quick and Easy Techniques That Get Great Results to get your habit,
you can get much more advantages, like add your current capable, increase your knowledge about some or
all subjects. You may know everything if you like available and read a book Customer Service Training 101:
Quick and Easy Techniques That Get Great Results. Kinds of book are several. It means that, science reserve
or encyclopedia or some others. So , how do you think about this e-book?

Erica Lewis:

Spent a free time and energy to be fun activity to complete! A lot of people spent their sparetime with their
family, or their friends. Usually they accomplishing activity like watching television, planning to beach, or
picnic within the park. They actually doing same task every week. Do you feel it? Will you something
different to fill your current free time/ holiday? Might be reading a book might be option to fill your totally
free time/ holiday. The first thing you will ask may be what kinds of e-book that you should read. If you
want to test look for book, may be the book untitled Customer Service Training 101: Quick and Easy
Techniques That Get Great Results can be good book to read. May be it is usually best activity to you.

Melinda McKinney:

Does one one of the book lovers? If so, do you ever feeling doubt while you are in the book store? Make an
effort to pick one book that you never know the inside because don't evaluate book by its deal with may
doesn't work here is difficult job because you are scared that the inside maybe not seeing that fantastic as in
the outside search likes. Maybe you answer may be Customer Service Training 101: Quick and Easy
Techniques That Get Great Results why because the fantastic cover that make you consider about the content
will not disappoint a person. The inside or content will be fantastic as the outside or cover. Your reading
sixth sense will directly assist you to pick up this book.
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