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John Wiley Sons Inc, United States, 2005. Hardback. Condition: New. New. Language: English .
Brand New Book. Customer Service Delivery taps into business, marketing, and psychological
research and practices to provide a wealth of knowledge about customer service. With
contributions from some of the best-known industrial and organizational psychology experts in
customer service, this book brings together in one comprehensive resource a review of the best
practices in customer service delivery. Customer Service Delivery also provides a framework for
customer service as a process and an outcome. The authors address a wide range of topics that are
crucial to today s competitive business environment: customer expectations, loyalty satisfaction,
product versus service delivery, measurement, brand equity, regional and cultural differences, and
organizational impact. Customer Service Delivery explores human resource staffing practices and
service delivery by including proven selection strategies for hiring top quality service workers, an
analysis of the personality correlates of service performance, and a comprehensive review of
assessment instruments that predict customer service performance. In addition, this important
resource contains strategies and tactics to improve and manage service delivery and offers
illustrative case examples of how organizations have successfully improved and managed
customer service.
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ReviewsReviews

Absolutely essential go through publication. I am quite late in start reading this one, but better then never. You will not feel monotony at at any time of the
time (that's what catalogues are for regarding if you ask me).
-- Ambrose Thompson II-- Ambrose Thompson II

This ebook is so gripping and intriguing. Better then never, though i am quite late in start reading this one. You wont really feel monotony at whenever you
want of your own time (that's what catalogues are for about in the event you check with me).
-- Ian Wisoky-- Ian Wisoky
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