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Cancelled flights, damaged goods, botched bills, locked-up software--these are the service screw-ups that
leave customers angry, disgusted...and determined to never buy from you again!

But these mad-as-hell customers can be wooed back through skillful, planned ""service recovery."" And,
surprisingly, customers who experience world-class Knock Your Socks Off service recovery become your
most loyal customers--and are a source of continuing business for years to come.

Building on the popular, breezy approach of the Knock Your Socks Off Service series, the authors provide
managers with an upbeat primer on creating a first-class recovery system. Enlivened by John Bush's witty
illustrations, the book explains:

* The economics of recovery--what it costs when you lose customers, and how little it can cost to win them
back
* The processes, policies, and technology a company must have to ensure an effective, real-time recovery
system
* The manager's role in sustaining an outstanding recovery system--through training, coaching, empowering,
supporting, inspiring, and rewarding great service providers.
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From reader reviews:

Elias Rosser:

The book Knock Your Socks Off Service Recovery can give more knowledge and also the precise product
information about everything you want. So just why must we leave a good thing like a book Knock Your
Socks Off Service Recovery? A few of you have a different opinion about e-book. But one aim that book can
give many data for us. It is absolutely appropriate. Right now, try to closer with your book. Knowledge or
information that you take for that, it is possible to give for each other; you are able to share all of these. Book
Knock Your Socks Off Service Recovery has simple shape but the truth is know: it has great and large
function for you. You can appearance the enormous world by available and read a guide. So it is very
wonderful.

Randy Scott:

Reading can called brain hangout, why? Because when you find yourself reading a book specifically book
entitled Knock Your Socks Off Service Recovery your thoughts will drift away trough every dimension,
wandering in every aspect that maybe unfamiliar for but surely can be your mind friends. Imaging every
word written in a guide then become one contact form conclusion and explanation in which maybe you never
get before. The Knock Your Socks Off Service Recovery giving you a different experience more than blown
away the mind but also giving you useful info for your better life within this era. So now let us demonstrate
the relaxing pattern the following is your body and mind will probably be pleased when you are finished
reading through it, like winning a casino game. Do you want to try this extraordinary shelling out spare time
activity?

Brandi Huff:

Is it a person who having spare time after that spend it whole day simply by watching television programs or
just lying on the bed? Do you need something new? This Knock Your Socks Off Service Recovery can be
the respond to, oh how comes? A fresh book you know. You are so out of date, spending your spare time by
reading in this brand-new era is common not a geek activity. So what these publications have than the
others?

Eddie Patten:

That book can make you to feel relax. This book Knock Your Socks Off Service Recovery was colorful and
of course has pictures on there. As we know that book Knock Your Socks Off Service Recovery has many
kinds or genre. Start from kids until youngsters. For example Naruto or Investigator Conan you can read and
feel that you are the character on there. Therefore not at all of book are generally make you bored, any it
offers up you feel happy, fun and unwind. Try to choose the best book for you and try to like reading which.
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