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The successful first edition of Leadership for Great Customer Service has become a definitive source for
healthcare leaders seeking to transform their organizations approach to elevating and sustaining service
excellence. The authors have continued to be highly sought-after speakers on customer service in healthcare
since the book s publication ten years ago and have consulted with more than 100 healthcare institutions in
that time, adding to the content and case studies of this new edition. This thoroughly updated edition has
been expanded to include practical applications and techniques that build on the well-recognized content of
the first edition.

This entertaining yet practical guide presents the authors model for achieving customer service excellence in
three parts:

The A-Team Tool Kit: Explore the types of dialogue and behaviors displayed by A-Team versus B-Team
members, coaching tips, the importance of scripts, and how to reward champions to leave a legacy for your
organization. New to this edition are a highly pragmatic set of tools, known as The A-Team Tool Kit, which
spans ten chapters. The A-Team Tool Kit puts evidence-based applications, guidelines, techniques, and
advice in your hands to achieve service excellence. Also provided in this edition is a summary of Survival
Skills at the end of each chapter.
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From reader reviews:
John Richardson:Are you kind of hectic person, only have 10 or even 15 minute in your morning to
upgrading your mind proficiency or thinking skill also analytical thinking? Then you are experiencing
problem with the book when compared with can satisfy your short time to read it because pretty much
everything time you only find publication that need more time to be study. Leadership for Great Customer
Service: Satisfied Employees, Satisfied Patients, Second Edition (Ache Management) can be your answer
since it can be read by a person who have those short spare time problems.
Regina Laporte:Is it an individual who having spare time then spend it whole day by watching television
programs or just telling lies on the bed? Do you need something totally new? This Leadership for Great
Customer Service: Satisfied Employees, Satisfied Patients, Second Edition (Ache Management) can be the
reply, oh how comes? It's a book you know. You are therefore out of date, spending your time by reading in
this brand-new era is common not a geek activity. So what these books have than the others?
Nicole Norris:Don't be worry when you are afraid that this book will probably filled the space in your house,
you might have it in e-book method, more simple and reachable. This Leadership for Great Customer
Service: Satisfied Employees, Satisfied Patients, Second Edition (Ache Management) can give you a lot of
buddies because by you checking out this one book you have thing that they don't and make you more like an
interesting person. This kind of book can be one of a step for you to get success. This reserve offer you
information that perhaps your friend doesn't recognize, by knowing more than different make you to be great
folks. So , why hesitate? Let us have Leadership for Great Customer Service: Satisfied Employees, Satisfied
Patients, Second Edition (Ache Management).
Edward Stevenson:What is your hobby? Have you heard that will question when you got college students?
We believe that that issue was given by teacher to the students. Many kinds of hobby, Every person has
different hobby. And also you know that little person similar to reading or as reading become their hobby.
You should know that reading is very important in addition to book as to be the factor. Book is important
thing to incorporate you knowledge, except your own personal teacher or lecturer. You get good news or
update in relation to something by book. Numerous books that can you decide to try be your object. One of
them is this Leadership for Great Customer Service: Satisfied Employees, Satisfied Patients, Second Edition
(Ache Management).
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