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The Third Edition of A GUIDE TO CUSTOMER SERVICE SKILLS FOR THE
SERVICE DESK PROFESSIONAL explores the changing role of the service
desk professional. Each chapter expands upon a particular skill required to
provide effective customer support and provides proven techniques for
implementing the concepts. Research, references, and resources have been
updated in each chapter, and ITIL vocabulary and concepts are reflected
throughout the text. New information is also incorporated, such as a discussion of
general trends currently affecting the information technology industry and
technology trends affecting the service desk. The text focuses on providing
individuals with practical instruction on the unique skill set needed to execute the
expanding mission of the service desk.
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Editorial Review

Review
1. Achieving High Customer Satisfaction. 2. Developing Strong Listening and Communication Skills. 3.
Winning Telephone Skills. 4. Technical Writing Skills for Support Professionals. 5. Handling Difficult
Customer Situations. 6. Solving and Preventing Problems. 7. Business Skills for Technical Professionals. 8.
Teams and Team Players in a Help Desk Setting. 9. Minimizing Stress and Avoiding Burnout. Appendix:
Help Desk Resources. Glossary. Index.

About the Author
An experienced IT professional with more than 30 years in the industry as a practitioner, consultant, and
trainer, Donna Knapp currently works as Curriculum Development Manager for ITSM Academy, a full-
service provider of IT Service Management education. Ms. Knapp is an ITIL Expert, a Certified Process
Design Engineer, a Certified ISO/IEC 2000 Consultant/Manager, a Certified Scrum Master, and she is
certified in Knowledge-Centered Support (KCS) Principles. The author of several books on the service desk
industry, she has also developed several highly successful seminars, including "Achieving Customer Service
Excellence for Service Desk Professionals" and "ITIL at the Service Desk."

Users Review

From reader reviews:

Ruth Brown:

In this 21st one hundred year, people become competitive in each way. By being competitive currently,
people have do something to make them survives, being in the middle of often the crowded place and notice
by surrounding. One thing that sometimes many people have underestimated the item for a while is reading.
Sure, by reading a e-book your ability to survive boost then having chance to stay than other is high. For
yourself who want to start reading the book, we give you this kind of A Guide to Customer Service Skills for
the Service Desk Professional (Help Desk) book as basic and daily reading book. Why, because this book is
more than just a book.

Reginald Hunter:

The feeling that you get from A Guide to Customer Service Skills for the Service Desk Professional (Help
Desk) may be the more deep you digging the information that hide into the words the more you get interested
in reading it. It does not mean that this book is hard to understand but A Guide to Customer Service Skills
for the Service Desk Professional (Help Desk) giving you buzz feeling of reading. The article writer conveys
their point in selected way that can be understood by means of anyone who read this because the author of
this guide is well-known enough. This specific book also makes your own personal vocabulary increase well.
Therefore it is easy to understand then can go together with you, both in printed or e-book style are available.
We recommend you for having this kind of A Guide to Customer Service Skills for the Service Desk
Professional (Help Desk) instantly.



Deborah Ayers:

This book untitled A Guide to Customer Service Skills for the Service Desk Professional (Help Desk) to be
one of several books that will best seller in this year, that's because when you read this book you can get a lot
of benefit upon it. You will easily to buy this specific book in the book retail store or you can order it by
using online. The publisher with this book sells the e-book too. It makes you more readily to read this book,
because you can read this book in your Smartphone. So there is no reason to you to past this book from your
list.

Lourdes Tyner:

A lot of people always spent their own free time to vacation or go to the outside with them loved ones or
their friend. Are you aware? Many a lot of people spent that they free time just watching TV, or perhaps
playing video games all day long. If you wish to try to find a new activity that is look different you can read
a new book. It is really fun to suit your needs. If you enjoy the book which you read you can spent all day
long to reading a book. The book A Guide to Customer Service Skills for the Service Desk Professional
(Help Desk) it is extremely good to read. There are a lot of people who recommended this book. They were
enjoying reading this book. Should you did not have enough space to develop this book you can buy the
particular e-book. You can m0ore quickly to read this book through your smart phone. The price is not very
costly but this book features high quality.
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