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Customer Service For Dummies, Third Edition integrates the unbeatable
information from Customer Service For Dummies and Online Customer Service
For Dummies to form an all-in-one guide to customer loyalty for large and small
businesses alike. The book covers the fundamentals of service selling and
presents up-to-date advice on such fundamentals as help desks, call centers, and
IT departments. Plus, it shows readers how to take stock of their customer service
strengths and weaknesses, create useful customer surveys, and learn from the
successes and failures of businessesjust like theirs.

Karen Leland and K eith Bailey (Sausalito, CA) are cofounders of Sterling
Consulting Group, an international consulting firm specializing in quality service
consulting and training for such clients as Oracle, IBM, Avis, and Lucent.
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Customer Service For Dummies, Third Edition integrates the unbeatabl e information from Customer Service
For Dummies and Online Customer Service For Dummies to form an all-in-one guide to customer loyalty for
large and small businesses alike. The book covers the fundamentals of service selling and presents up-to-date
advice on such fundamentals as help desks, call centers, and IT departments. Plus, it shows readers how to
take stock of their customer service strengths and weaknesses, create useful customer surveys, and learn
from the successes and failures of businesses just like theirs.

Karen Leland and Keith Bailey (Sausalito, CA) are cofounders of Sterling Consulting Group, an
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Editorial Review
Review

A 'must-have’ manual for companies of all sizes -- from the sales proprietor to the largest corporation. --
Home Business Journal

Excellent...Provides lots of step-by-step tips. -- Small Business Opportunities

Well-written, fun-to-read...An excellent book to make those hard-earned marketing dollars work to your
advantage. -- Self-Employed America

From the Publisher
Discover how to:

Understand key customer service concepts

Plan and implement a customer service strategy
Foster good face-to-face and telephone service
Improve e-mail and Internet communication

Ded effectively with angry or abusive customers

From the Back Cover
Features even more new information on online customer service

"Provides the tools to achieve results that have benefited me, my company, my customers.”
—Bo Wilson, VP Global Customer Support, VeriSign

Good products and good marketing aren't enough to succeed in business; you also need good customer
service. This new edition reinforces the fundamentals of getting in step with your customers and shows you
how to apply them in any scenario. Here's your key to happy customers — and success — in today's business
world.

Praise for Customer Service For Dummies

"Well-written, fun-to-read. . . . An excellent book to make those hard-earned marketing dollars work to your
advantage."
—Self-Employed America

"Excellent. . . . Provideslots of step-by-step tips.”
—Small Business Opportunities

"A 'must-have’ manual for companies of all sizes— from the sole proprietor to the largest corporation.”
—Home Business Jour nal

Discover how to



- Understand key customer service concepts

- Measure your strengths and weaknesses

- Foster good face-to-face and telephone service

- Respond and relate to different customer personalities
- Deal effectively with angry or abusive customers

Users Review
From reader reviews:
Judith Roemer:

Now aday those who Living in the era exactly where everything reachable by connect to the internet and the
resources within it can be true or not call for people to be aware of each datathey get. How individuals to be
smart in receiving any information nowadays? Of course the solution is reading a book. Examining a book
can help people out of this uncertainty Information mainly this Customer Service For Dummies book as this
book offers you rich data and knowledge. Of course the information in this book hundred percent guarantees
thereisno doubt in it you know.

Terrance Oneal:

Information is provisions for individuals to get better life, information currently can get by anyone from
everywhere. The information can be a understanding or any news even an issue. What people must be
consider if those information which isinside the former life are difficult to be find than now istaking
seriously which one works to believe or which one the resource are convinced. If you get the unstable
resource then you get it as your main information there will be huge disadvantage for you. All of those
possibilities will not happen in you if you take Customer Service For Dummies as your daily resource
information.

Linda Matthews:

Reading a publication can be one of alot of pastime that everyone in the world enjoys. Do you like reading
book so. There are alot of reasons why people fantastic. First reading a guide will give you alot of new data.
When you read a book you will get new information because book is one of several ways to share the
information or even their idea. Second, reading a book will make you actually more imaginative. When you
looking at a book especialy fiction book the author will bring you to imagine the story how the character
types do it anything. Third, you can share your knowledge to other folks. When you read this Customer
Service For Dummies, you could tells your family, friends and soon about yours publication. Y our
knowledge can inspire the others, make them reading a publication.

Lily Terry:

Y our reading sixth sense will not betray anyone, why because this Customer Service For Dummies
publication written by well-known writer who knows well how to make book that can be understand by
anyone who else read the book. Written in good manner for you, dripping every ideas and producing skill



only for eliminate your current hunger then you still hesitation Customer Service For Dummies as good book
not just by the cover but also by content. Thisis one book that can break don't assess book by its protect, so
do you ¢till needing a different sixth sense to pick this particular!? Oh come on your reading sixth sense
already told you so why you have to listening to another sixth sense.
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