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"Filled with treasure and big ideas, this book will help you become exceptional." - SETH
GODIN In a tight market, your most powerful growth engine-and your best protection
from competitive inroads-is this: put everything you can into cultivating true customer
loyalty. Loyal customers are less sensitive to price competition, more forgiving of small
glitches, and, ultimately, become "walking billboards" who will happily promote your
brand. In Exceptional Service, Exceptional Profit, insiders Leonardo Inghilleri and Micah
Solomon reveal the secrets of providing online and offline customer service so superior
it nearly guarantees loyalty. Their anticipatory customer service approach was first
developed at The Ritz-Carlton as well as at Solomon's company Oasis, and has since
proven itself in countless companies around the globe-from luxury giant BVLGARI to
value-sensitive auto parts leader Carquest, and everywhere in between. Now, readers
can take the techniques that minted money for these brands and apply them directly to
their own businesses. As Ken Blanchard writes, "Leonardo and Micah's philosophies,
rules, and winning examples of service excellence will make you want to implement
their suggestions immediately in your own organization." Filled with detailed, behind-thescenes examples, the book unlocks a new level of customer relationship that leaves
your competitors in the dust, your customers coming back day after day, and your
bottom line looking better than it ever has before.
Offers an organizational design model for service organizations, covering such topics
as funding mechanisms, employee management systems, and customer management
systems.
The Routledge Handbook of Chinese Culture and Society is an interdisciplinary
resource that offers a comprehensive overview of contemporary Chinese social and
cultural issues in the twenty-first century. Bringing together experts in their respective
fields, this cutting-edge survey of the significant phenomena and directions in China
today covers a range of issues including the following: State, privatisation and civil
society Family and education Urban and rural life Gender, and sexuality and
reproduction Popular culture and the media Religion and ethnicity Forming an
accessible and fascinating insight into Chinese culture and society, this handbook will
be invaluable to students and scholars across a range of disciplines, including
anthropology, sociology, area studies, history, politics and cultural and media studies.
The Routledge Handbook of Japanese Culture and Society is an interdisciplinary
resource that focuses on contemporary Japan and the social and cultural trends that
are important at the beginning of the twenty-first century. This Handbook provides a
cutting-edge and comprehensive survey of significant phenomena, institutions, and
directions in Japan today, on issues ranging from gender and family, the environment,
race and ethnicity, and urban life, to popular culture and electronic media. Written by an
international team of Japan experts, the chapters included in the volume form an
accessible and fascinating insight into Japanese culture and society. As such, the
Handbook will be an invaluable reference tool for anyone interested in all things
Japanese. Students, teachers and professionals alike will benefit from the broad
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ranging discussions, useful links to online resources and suggested reading lists. The
Handbook will be of interest across a wide range of disciplines including Japanese
Studies, Cultural Studies, Anthropology, Sociology and Asian Studies in general.
Imagine you could develop a customer-focused culture so powerful that your
employees always seem to do the right thing. They encourage each other, proactively
solve problems, and constantly look for ways to go the extra mile. In short, imagine a
workplace culture where employees were absolutely obsessed with customer service.
The Service Culture Handbook is a step-by-step guide to help you develop a customerfocused culture in your company, department, or location. Whether you're just
beginning your journey, or have been working on culture for years, this handbook will
prepare you to take the next step. You'll receive actionable advice, straightforward
exercises, and proven tools you can utilize immediately. Learn the one thing that forms
the foundation of every great culture. Discover what customer-focused companies do
differently to engage their employees. And explore ways to strategically align every
facet of your organization with outstanding service. Creating and sustaining a customerfocused culture is a never-ending journey that takes hard work, dedication, and
commitment. The Service Culture Handbook is an indispensable resource to help you
and your employees stay headed in the right direction. Praise for The Service Culture
Handbook: "The Service Culture Handbook provides the poignant inspiration and
practical instruction for the difficult work of transforming a service culture into one that is
distinctive, successful, and permanent." -Chip R. Bell, author of Kaleidoscope:
Delivering Innovative Service That Sparkles "Though research continues to uncover the
astonishing impact of customer-focused cultures on customer loyalty and business
results, few organizations know how to get there. Jeff Toister unlocks that mystery
through this practical (and fun to read!) guide to developing a culture that really works."
-Brad Cleveland, founding partner and former CEO, International Customer
Management Institute
By providing your customers and guests with an unforgettable experience, your
business can build customer loyalty and gain an edge over your competition. But what
most managers forget is that great customer service starts with happy employees. To
take your organization to the next level, you need to work from the inside out. In Thanks
for Coming In Today, Charles Ryan Minton, president of CRM Hospitality and
Consulting, shows you how to build and retain an all-star customer service team by
establishing an environment in which employees can thrive. He explains how to
empower your staff so that they can turn complaints into kudos, identify potential
problems before they occur, and make even the minutest detail of a patron's
experience memorable. With this book, you'll find immediate, low-cost solutions to
transform your workplace culture into a customer-centric enterprise. Your employees
and customers will be pleased--and so will you.
The success of any organization depends on high-quality customer service. But for
companies that strategically align customer service with their overall corporate strategy,
it can transcend typical good business to become a profitable word-of-mouth machine
that will transform the bottom line. Drawing on over thirty years of research for
companies such as 3M, American Express, Chik-Fil-A, USAA, Coca-Cola, FedEx, GE,
Cisco Systems, Neiman Marcus, and Toyota, author Goodman uses formal research,
case studies, and patented practices to show readers how they can: • calculate the
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financial impact of good and bad customer service • make the financial case for
customer service improvements • systematically identify the causes of problems • align
customer service with their brand • harness customer service strategy into their
organization's culture and behavior Filled with proven strategies and eye-opening case
studies, this book challenges many aspects of conventional wisdom—using hard
data—and reveals how any organization can earn more loyalty, win more
customers...and improve their financial bottom line.
Are you endlessly trying to improve your employees' customer service skills, but getting
so-so results? There may be a culprit that you've never considered.Rather than offering
another set of customer service tips, Getting Service Right takes a novel approach by
rooting out the real reasons employees don't consistently deliver the service they
should. The results can be both surprising and illuminating, such as: Company cultures
that unwittingly discourage excellent customer service.Employees torn between
following policy or serving the customer.Cost reduction efforts that actually increase the
cost of service.Poor products and services that make it impossible to satisfy
customers.Bad habits that make it difficult to listen to customers' needs.Getting Service
Right is filled with examples from well-known organizations, real stories from frontline
employees, and the latest scientific research. These powerful, sometimes
counterintuitive insights can be applied at the organizational, departmental, or individual
level to help the entire team deliver outstanding customer service.Note: the first edition
of this book was published under the title, Service Failure: The Real Reasons
Employees Struggle with Customer Service and What You Can Do About I
2017 American Book Fest 2017 Best Book Award 2017 North American Book Awards
Silver Medalist 2018 National Indie Excellence Awards Finalist Add a Little Sparkle to
Your Service In his newest book on innovative service, bestselling author Chip R. Bell
focuses on the importance of delivering the “core” of a service experience in a fashion
that is value-unique, not just value-added. In his own words, “Innovative comes from
your core; it evokes an experience of genuineness, a sense that its source is deep, not
superficial.” This wonderful book offers powerful, practical advice, along with engaging
stories of ways a novel service experience can also be one that is profound.
Those who work on the front lines of customer service never know what new and
unexpected challenges await them each day. But they do know one thing--they will be
needed. But how can you prepare for the unexpected? How can customer service reps
get the training and confidence required to tackle the unknown?In Be Your Customer’s
Hero, internationally recognized customer service expert Adam Toporek provides the
answers to preparing for the surprises awaiting the CSR. Through short, simple,
actionable advice, in quick, easy-to-read chapters, this invaluable guide shows
customer-facing CSRs how to:• Achieve the mindset required for Hero-ClassTM
service• Understand the customer’s expectations--and exceed them• Develop
powerful communication skills• Avoid the seven triggers guaranteed to set customers
off• Handle difficult and even irrational customers with ease• And moreArmed with the
tools and techniques in this invaluable resource, readers will have all they need to
transform themselves into the heroes their customers need.
"Top Ten Business Books For 2017" - Forbes The fully revised and updated edition of
the classic book about Nordstrom's extraordinary customer service In this new edition
of the management classic, the authors explore in-depth the core values of the culture
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that have made Nordstrom synonymous with legendary customer service. These
essential values have enabled Nordstrom to survive and adapt to dramatic market shifts
regularly since 1901, and the new edition explains how the Nordstrom approach can be
emulated by any organization—in any industry—in every corner of the world. This is not a
book about selling shoes or clothes or cosmetics or jewelry. It is a book about how
underlying values such as respect, trust, compensation and, even fun, are the building
blocks of a culture where employees are empowered to consistently deliver a worldclass experience to customers. Nordstrom believes that the employee experience
determines the customer experience, and that when you attract and reward people who
are comfortable in a service-oriented culture, then everyone succeeds—both individually
and collectively. No wonder Nordstrom is one of only five companies to make Fortune's
"Best Companies to Work For" and "Most Admired" lists every year since those surveys
have been taken. With new interviews from senior Nordstrom executives and family
members, the book explains how to successfully respond to today's tech-savvy, timecrunched customers who demand a convenient, seamless, painless, personal
experience across all channels. Nordstrom gives its frontline people all the digital tools
necessary to satisfy the customer—and your organization must do the same, if it wants
to adapt. The authors show what it takes to earn brand loyalty, lead through change
and uncertainty, and combine extraordinary brick-and-mortar with online experiences.
'The single most important reason we try to provide great service is this: It enables us
to sell more,' says co-president Blake Nordstrom, great-grandson of the founder. 'The
best way for our company to achieve results is to do what's best for the customer.' In
this book, readers will find: Suggestions for becoming the Nordstrom of your industry
The ten values that define a customer-driven culture Lessons for providing superior
service and experience across all channels
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
goals Once 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.
In this groundbreaking book, Bill Price and David Jaffe offer a new, game-changing
approach, showing how managers are taking the wrong path and are using the wrong
metrics to measure customer service. Customer service, they assert, is only needed
when a company does something wrong—eliminating the need for service is the best
way to satisfy customers. To be successful, companies need to treat service as a data
point of dysfunction and figure what they need to do to eliminate the demand. The Best
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Service Is No Service outlines these seven principles to deliver the best service that
ultimately leads to "no service": Eliminate dumb contacts Create engaging self-service
Be proactive Make it easy to contact your company Own the actions across the
company Listen and act Deliver great service experiences
Happy customers. Passionate employees. A highly recognizable brand known for
delivering on its promises. That's the power of WOW. From its birth during the Dot Com
Boom in 1999 to its acquisition by Amazon in 2009, Zappos, the customer service
company that just happens to sell things online, continues to turn heads with its
disruptively entrepreneurial spirit and radically innovative employees. Ever unfolding
throughout two decades, Zappos continues to outlive the seemingly inevitable short
lifespan of the average corporate company. How do they do it? In The Power of WOW,
the essential follow-up to Tony Hsieh's Delivering Happiness, Zapponians from every
part of the business share powerful stories and lessons that they have learned in
business and life––from delivering empathetic customer service in the face of
devastating circumstances to creating a self-organized organizational structure using
Market-Based Dynamics and everything in between. Fast-paced and filled with
authentic, diverse voices, The Power of WOW gives readers an exclusive and
immersive understanding of how one company is finding resilience. This glimpse inside
the world of Zappos shows how a self-organized company is opening up avenues for
passionate individuals to unleash their undiscovered strengths in the workplace and
evolve the business from the inside out. Whether you are a customer, an employee, a
business leader, shareholder, entrepreneur, or just happened to pick up this book, The
Power of WOW will, ultimately, show how leading and infusing humanity into the
workplace can change everything in your business, your community, and your life.
Now, for the first time, one element of the methods behind the magic that is the Walt
Disney World Resort--quality service--is revealed. The book outlines proven Disney
principles and processes for helping an organization focus its vision and align its people
into a strategy that delivers on the promise of exceptional customer service.
180 Ways To Walk The Customer Service Talk is the resource you'll want to read and
distribute to every person in your organization. Packed with powerful strategies and tips
to cultivate world-class customer service, this handbook promises to be the answer to
getting everyone "Walking The Customer Service Talk" and building a reputation of
service integrity. At its low price, if everyone adopts just a few ideas to help ensure
customers come back again, this book will pay for itself. All employees at every level of
the organization need this powerful guide ... from front line employees, to call center
representatives, sales people, telemarketers, managers, client services and marketing
teams.
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
ofCustomer 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
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making customers feel valued * Confidently handling difficult customers and situations
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.
Customer service is of critical importance for the tourism and hospitality sector now
more than ever before as customers are looking to increase value for money and are
less forgiving of mediocre service. However, despite its importance, quality customer
service is the exception rather than the norm in many parts of the world. Customer
Service for Hospitality and Tourism is a unique text and vital to both students and
practitioners as it explains not only the theory behind the importance of customer
service but also acts as a guidebook for those wishing to put this theory into practice. In
essence it is the ‘whys’ and ‘hows’of customer service. It is easy to read, very
current, and full of references to all the latest research from both academic and
practitioner literature. Chapters cover important topics such as the financial and
behavioural consequences of customer service, consumer trends influencing service,
developing and maintaining a service culture, managing service encounters, the
importance of market research, building and maintaining customer relationships,
providing customer service through the servicescape, the impact of technology on
customer service, the importance of service recovery, and promoting customer service
internally and externally. Key features include: An ‘At Your Service’ Spotlight at the
beginning of each chapter focuses on the achievements of successful individuals
related to the art of customer service. Each chapter contains a ‘Service Snapshot’ short, real-life cases to illustrate a particular concept or theoretical principle presented
in the chapter. Detailed international ‘Case Studies’, which cover a variety of sectors,
organizations and regions designed to foster critical thinking, the cases illustrate actual
business scenarios that stress several concepts found in the chapter. They analyze
customer service in the U.S., South America, South Africa, Europe, Russia, Australia,
China, Canada, Korea and Dubai.
"A 22-volume, highly illustrated, A-Z general encyclopedia for all ages, featuring
sections on how to use World Book, other research aids, pronunciation key, a student
guide to better writing, speaking, and research skills, and comprehensive index"-This book is not just about customer service. It's about how to run a business. It doesn't
matter the business size or type because treating customers should be the same. It
should be exceptional.
Mediation and negotiation, personal transformation, non-violent struggle in the
community and the world: these behaviors – and their underlying values – underpin the
United Nations’ definition of a culture of peace, and are crucial to the creation of such a
culture. The Handbook on Building Cultures of Peace addresses this complex and
daunting task by presenting an accessible blueprint for this development. Its
perspectives are international and interdisciplinary, involving the developing as well as
the developed world, with illustrations of states and citizens using peace-based values
to create progress on the individual, community, national, and global levels. The result
is both realistic and visionary, a prescription for a secure future.
This volume emphasizes the economic aspects of art and culture, a relatively new field
that poses inherent problems for economics, with its quantitative concepts and tools.
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Building bridges across disciplines such as management, art history, art philosophy,
sociology, and law, editors Victor Ginsburgh and David Throsby assemble chapters that
yield new perspectives on the supply and demand for artistic services, the contribution
of the arts sector to the economy, and the roles that public policies play. With its focus
on culture rather than the arts, Ginsburgh and Throsby bring new clarity and definition
to this rapidly growing area. Presents coherent summaries of major research in art and
culture, a field that is inherently difficult to characterize with finance tools and concepts
Offers a rigorous description that avoids common problems associated with art and
culture scholarship Makes details about the economics of art and culture accessible to
scholars in fields outside economics
Want to amaze your customers, impress the people you work with, and outshine your
competition? Going from average to amazing isn't an out-of-reach goal. In fact,
amazement is a habit that anyone can master-and Shep Hyken knows the tricks to
making it your own.In Be Amazing or Go Home, Shep shares the secrets behind
making his motto "Always Be Amazing!" an everyday lifestyle and shows how you too
can become exceptional in business and in life. Drawing on the routines of incredible
people, Shep demonstrates simple practices that can elevate your game,
including:¿Showing up ready to be amazing¿Being proactive¿Craving feedback¿Taking
responsibility¿Embracing authenticity¿Focusing on excellence¿Turning misery into
magicOnce you master these habits, you'll be able to create trust, build stronger
relationships, make sales, advance your career, and more. Now is the time to step out
of the ordinary and step into amazing.
The Routledge Handbook of Service Research Insights and Ideas offers authoritative
coverage of current scholarship in the expanding discipline of service research. Original
chapters from the world’s leading specialists in the discipline explore foundations and
innovations in services, highlighting important issues relating to service providers,
customers, and service design. The volume goes beyond previous publications by
drawing together material from different functional areas, including marketing, human
resource management, and service process design and operations. These topics are
important in helping readers become knowledgeable about how different functional
areas interact to create a successful customer experience. This book is ideal as a first
port of call for postgraduate students desiring to get up to speed quickly in the services
discipline. It is also a must-read for academics new to services who want to access
cutting-edge research.
You must deliver an amazing customer experience. Why? It is the competitive edge of
new-era business—in any market and any economy. Renowned customer experience
expert Shep Hyken explains how consistently amazing customers through stellar
service can elevate your company from good to great. All transformations require a role
model, and Shep has found the perfect role model to inspire your team: Ace Hardware.
Ace was named as one of the top ten customer service brands in America by
Businessweek and ranked highest in its industry for customer satisfaction. Through
revealing stories from Ace’s over-the-top work with customers, Shep explores the five
tactical areas of customer amazement: leadership, culture, one-on-one, competitive
edge, and community. Delivering amazing service requires everyone in your
organization to step up and be a leader. It doesn’t take a title. It takes the right set of
tools and principles. To help you empower employees at all levels, Shep brings the
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content to a deeply practical level. His 52 Amazement Tools—like “Ask the extra
question” and “Focus on the customer, not the money”—are simple, clear, useful for
almost anybody, and supported with compelling research and stories. Between these
covers, you will find the tools and tactics you need to transform your company into a
seriously customer-focused operation that will amaze every customer every time.
Outlines the skills and techniques of providing superior customer service.
The Routledge Handbook of Korean Culture and Society is an accessible and
interdisciplinary resource that explores the formation and transformation of Korean
culture and society. Each chapter provides a comprehensive and thought-provoking
overview on key topics, including: compressed modernity, religion, educational
migration, social class and inequality, popular culture, digitalisation, diasporic cultures
and cosmopolitanism. These topics are thoroughly explored by an international team of
Korea experts, who provide historical context, examine key issues and debates, and
highlight emerging questions in order to set the research agenda for the near future.
Providing an interdisciplinary overview of Korean culture and society, this Handbook is
an essential read for undergraduate and postgraduate students, as well scholars in
Korean Studies, Cultural Studies, Sociology, Anthropology, and Asian Studies in
general.

Exploring the culture and media of the Americas, this handbook places particular
emphasis on collective and intertwined experiences and focuses on the
transnational or hemispheric dimensions of cultural flows and geocultural
imaginaries that shape the literature, arts, media and other cultural expressions
in the Americas. The Routledge Handbook to the Culture and Media of the
Americas charts the pervasive, asymmetrical flows of cultural products and
capital and their importance in the development of the Americas. The volume
offers a comprehensive understanding of how inter-American communication is
constituted, framed and structured, and covers the artistic and political
dimensions that have shaped literature, art and popular culture in the region.
Forty-six chapters cover a range of inter-American key concepts and dynamics,
divided into two parts: Literature and Music deals with inter-American
entanglements of artistic expressions in the Western Hemisphere, including
music, dance, literary genres and developments. Media and Visual Cultures
explores the inter-American dimension of media production in the hemisphere,
including cinema and television, photography and art, journalism, radio, digital
culture and issues such as freedom of expression and intellectual property. This
multidisciplinary approach will be of interest to a broad array of academic
scholars and students in history, sociology, political science; and cultural,
postcolonial, gender, literary, globalization and media studies.
What if you could guarantee your customers an amazing experience-and then
deliver on that promise every time?The Guaranteed Customer Experience turns
the concept of a guarantee on its head. An experience guarantee goes beyond
merely warrantying a product against defects. It encompasses the entire
customer journey to promise an experience that never falls short of
expectations.* Discover what truly motivates customers to buy from you.* Earn
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your customers' trust with an experience guarantee.* Avoid service failures that
cause customer churn.Get an inside look at how leading organizations use
experience guarantees to fuel customer-driven growth. Learn the real reasons
people love these companies and remain loyal customers. Discover how brands,
products, and even individual employees use the Guaranteed Customer
Experience model to stand out from the competition.Creating a consistently great
customer experience doesn't have to be a complicated and daunting task. The
Guaranteed Customer Experience will help whether you're looking for a model
that's easy to implement and understand, or you're trying to find a critical piece
that's been missing from previous customer experience initiatives.
Help your employees to excel in dealing with the public with this stimulating, funfilled collection of customer service training games. Designed not only to teach
important skills but also to spark enthusiasm and a high level of involvement in
the participants, these games utilize entertaining and instructive techniques such
as role-playing, charades, brainstorming, and debate. As a result of these
exercises, employees will learn how to create a rapport with the customer, how to
focus on the unique needs of individual customers, how to maintain a positive
attitude, and more.
#1 NEW YORK TIMES AND WALL STREET JOURNAL BESTSELLER Pay
brand-new employees $2,000 to quit Make customer service the responsibility of
the entire company-not just a department Focus on company culture as the #1
priority Apply research from the science of happiness to running a business Help
employees grow-both personally and professionally Seek to change the world
Oh, and make money too . . . Sound crazy? It's all standard operating procedure
at Zappos, the online retailer that's doing over $1 billion in gross merchandise
sales annually. After debuting as the highest-ranking newcomer in Fortune
magazine's annual "Best Companies to Work For" list in 2009, Zappos was
acquired by Amazon in a deal valued at over $1.2 billion on the day of closing. In
DELIVERING HAPPINESS, Zappos CEO Tony Hsieh shares the different
lessons he has learned in business and life, from starting a worm farm to running
a pizza business, through LinkExchange, Zappos, and more. Fast-paced and
down-to-earth, DELIVERING HAPPINESS shows how a very different kind of
corporate culture is a powerful model for achieving success-and how by
concentrating on the happiness of those around you, you can dramatically
increase your own. To learn more about the book, go to
www.deliveringhappinessbook.com.
If you want to know how strong your company’s customer service is, ask your
employees to describe what their work entails. Then pay attention to whether
they simply list their duties and tasks or if they speak to the true essence of their
job--to create delighted customers who will be less price sensitive, have higher
repurchase rates, and enthusiastically recommend the company or brand to
others. The latter should be every employee’s highest priority, because when
it’s not, your customers are merely the recipients of a transaction, not an
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experience, and transactions do not make for a lasting impression or inspire
loyalty.In Delight Your Customers, customer service expert Steve Curtin makes a
compelling case that customer service managers need to shift from monitoring
service activities to modeling, recognizing, and reinforcing the behaviors that
actually create happy and returning customers. Things such as:• Expressing
genuine interest• Offering sincere compliments• Sharing unique knowledge•
Conveying authentic enthusiasm• Providing pleasant surprises• Delivering
service heroics when neededSimply based on their own personal experiences,
everyone knows that great customer service is rare. So why wouldn’t you want
to provide a unique, caring, and beneficial experience for all your customers to
rave about with others? With the real-world stories, examples, and strategies
shared in this invaluable guide, you can take the customer service experience
you offer from ordinary to extraordinary.
Named by The Washington Post as one of the 11 Leadership Books to Read in
2018 When it comes to recruiting, motivating, and creating great teams, Patty
McCord says most companies have it all wrong. McCord helped create the
unique and high-performing culture at Netflix, where she was chief talent officer.
In her new book, Powerful: Building a Culture of Freedom and Responsibility, she
shares what she learned there and elsewhere in Silicon Valley. McCord
advocates practicing radical honesty in the workplace, saying good-bye to
employees who don’t fit the company’s emerging needs, and motivating with
challenging work, not promises, perks, and bonus plans. McCord argues that the
old standbys of corporate HR—annual performance reviews, retention plans,
employee empowerment and engagement programs—often end up being a
colossal waste of time and resources. Her road-tested advice, offered with humor
and irreverence, provides readers a different path for creating a culture of high
performance and profitability. Powerful will change how you think about work and
the way a business should be run.
Reinforce your customer service skills! The best customer service professionals
know it takes consistent focus to serve customers at the highest level. Whether
you want to deliver world-class customer service or just get back to the basics,
Customer Service Tip of the Week is your resource for proven tips, ideas, and
techniques. Thousands of customer service professionals from all around the
world read the weekly Customer Service Tip of the Week email. Now you can get
more than 52 of the most popular tips all in one book. Use these tips to build
rapport, exceed customer expectations, and solve tough problems. Select tips by
category, by specific challenge, or just go in order. Each tip includes a short
explanation plus practical suggestions. Focus on one tip per week to sharpen
your skills over time. Customer service leaders will find additional resources for
sharing the tips with your team!
First published in 1995, The Nordstrom Way is a classic guide to great customer
service. This new book replaces The Nordstrom Way with an even more practical
guide to becoming the “Nordstrom” of your industry. Designed for customer
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service managers and trainers, as well as business owners, it’s an invaluable
resource for designing your own programs and initiatives. The authors not only
explain the principles of the world’s best customer service company, they also
show you how to implement them in your own organization. The Nordstrom Way
to Customer Service Excellence will help your business make customers its
number one concern, and help make your business number one in your industry.
Worldwide, there has been a growth in service user involvement in education and
research in recent years. This handbook is the first book which identifies what is
happening in different regions of the world to provide different countries and
client groups with the opportunity to learn from each other. The book is divided
into five sections: Section One examines service user involvement in context
exploring theoretical issues which underpin service user involvement. In Section
Two we focus on the state of service user involvement in human services
education and research across the globe including examples of innovative
practice, but also identifying examples of where it is not happening and why.
Section Three offers more detailed examination of such involvement in a wide
range of professional education learning settings. Section Four focuses on the
involvement of service users in research involving a wide range of service user
groups and situations. Lastly, Section Five explores future challenges for
education and research to ensure involvement remains meaningful. The book
includes forty-eight chapters, including seventeen case-studies, from all regions
of the world, this is the first book to both highlight the subject’s methodological
and theoretical issues and give practical examples in education and research for
those wishing to engage in this field. It will be of interest to all service users,
scholars and students of social work, nursing, occupational therapy, and other
human service subjects.
Discover how to create exceptional customer service and a superior customer
experience, learning from the greatest companies of our time. When it comes to
delivering great customer service and customer experience, many companies
miss the mark. But there’s no reason this should include you and your company.
Ignore Your Customers (and They’ll Go Away) spells out, step by step, how to
craft a customer service culture and customer experience so powerful that they’ll
transform your organization and boost your company’s bottom line. You’ll enjoy
inspirational, often hilarious, tales from the trenches as author Micah Solomon,
one of the world’s best-known customer service consultants, relates hands-on
adventures about assessing and improving customer service in various
industries. You’ll spend time behind the scenes with Zappos CEO Tony Hsieh
and discover how the company delivers “wow” customer service. From Richard
Branson, you’ll learn how Virgin brands deliver authentic customer service
(avoiding what Branson calls “Stepford Customer Service”) and Branson’s
secrets for turning social media attackers into brand promoters. Drawing on a
wealth of stories personally assembled from today’s most innovative and
successful companies, including Amazon, Cleveland Clinic, Drybar, USAA
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Insurance, and The Ritz-Carlton Hotel Company, Solomon reveals what it takes
to turn a ho-hum customer interaction into one that drives customer engagement
and lifelong loyalty.
Edited by a diverse group of expert collaborators, the Handbook of the Cultural
Foundations of Learning is a landmark volume that brings together cutting-edge
research examining learning as entailing inherently cultural processes.
Conceptualizing culture as both a set of social practices and connected to learner
identities, the chapters synthesize contemporary research in elaborating a new
vision of the cultural nature of learning, moving beyond summary to reshape the
field toward studies that situate culture in the learning sciences alongside equity
of educational processes and outcomes. With the recent increased focus on
culture and equity within the educational research community, this volume
presents a comprehensive, innovative treatment of what has become one of the
field’s most timely and relevant topics.
The Service Culture HandbookA Step-By-Step Guide to Getting Your Employees
Obsessed with Customer Service
How did we get from Hollywood to YouTube? What makes Wikipedia so different
from a traditional encyclopedia? Has blogging dismantled journalism as we know
it? Our media landscape has undergone a seismic shift as digital technology has
fostered the rise of "participatory culture," in which knowledge is originated,
created, distributed, and evaluated in radically new ways. The Participatory
Cultures Handbook is an indispensable, interdisciplinary guide to this rapidly
changing terrain. With short, accessible essays from leading geographers,
political scientists, communication theorists, game designers, activists, policy
makers, physicists, and poets, this volume will introduce students to the concept
of participatory culture, explain how researchers approach participatory culture
studies, and provide original examples of participatory culture in action. Topics
include crowdsourcing, crisis mapping, grid computing, digital activism in
authoritarian countries, collaborative poetry, collective intelligence, participatory
budgeting, and the relationship between video games and civic engagement.
Contributors include: Daren Brabham, Helen Burgess, Clay Calvert, Mia
Consalvo, Kelly Czarnecki, David M. Faris, Dieter Fuchs, Owen Gallagher, Clive
Goodinson, Alexander Halvais, Cynthia Hawkins, John Heaven, The Jannissary
Collective, Henry Jenkins, Barry Joseph, Christopher Kelty, Pierre Lévy, Sophia
B. Liu, Rolf Luehrs, Patrick Meier, Jason Mittell, Sarah Pearce, W. James Potter,
Howard Rheingold, Suzanne Scott, Benjamin Stokes, Thomas Swiss, Paul
Taylor, Will Venters, Jen Ziemke
A handbook detailing the basics of effective customer service.
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