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Archway Publishing , 2016. Paperback. Condition: New. Lang uag e: Eng lish . Brand New Book ***** Print on Demand *****. Why? is filled with
relatable rants about a subject Martha Humler knows well: customer service. My wish is one day stories like these will be few and far between--
but in the meantime, I hope Martha s book g ives you a g ig g le. --Ken Blanchard, coauthor of The One Minute Manag er(R), Leg endary Service,
and Raving  Fans Martha s stories are a lig hthouse of actionable insig hts for service professionals that are swimming  in a sea of mediocrity. --
Dr. John Timmerman, Chief Scientist, Customer Experience Innovation, Gallup We re all consumers, which means we ve all been frustrated by
poor customer service. Martha Humler, who spent her career in retail and advertising  and is married to one of the king s of customer service--
an executive with the Ritz-Carlton Hotel Co.--shares her frustrations about mediocre customer service in a series of vig nettes. Along  the way,
she delivers common-sense tips and strateg ies that manag ers, leaders, and companies can use to cultivate a culture that revolves around
customer service. In fact, this is one book business owners should provide to all staE. Topics include: - self-checkouts and why they mig ht not
be the best way to slash costs; - ways to keep delivering  service aGer the sale; - providing  small amenities--like bread at restaurants--that build
g oodwill; and - ways consumers can speak up to demand better customer service. If you ve ever leG a drive-throug h window only to discover
missing  items, received items from an online purchase that look nothing  like what you ordered or are tired of long -winded answering
messag es with dozens of prompts, then you ll laug h out loud at these relatable rants.
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