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Thefirst edition of A Complaint Is a Gift introduced the revolutionary notion that customer complaints are
not annoyances to be dodged, denied, or buried but are instead valuable pieces of feedback —in fact, they’re
your best bargain in market research. Customer complaints can give businesses a wake-up call when they’re
not achieving their fundamental purpose: meeting customer needs. Complaints provide a feedback
mechanism that can help organizations rapidly and inexpensively strengthen products, service style, and
market focus. Most importantly, complaints create a moment of truth when a customer who is deciding
whether to return can be made even more loyal.

Using numerous real-life examples, A Complaint Is a Gift shows precisely how to handle complaintsin a
way that brings benefit to your organization and satisfaction to your customers — even when you have to say
no. The second edition features two brand-new chapters on receiving and responding to complaints of the
Internet; a new section on how to deal with and take advantage of complaints that are directed at your
personally; and, turning the tables, a section on how you can complain constructively and effectively. And
throughout, the text has been heavily revised, with awealth of new examples, tools, and strategies.
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From reader reviews:
Roy Larson:

Have you spare time for aday? What do you do when you have far more or little spare time? Sure, you can
choose the suitabl e activity with regard to spend your time. Any person spent their own spare time to take a
wander, shopping, or went to the Mall. How about open or read a book titled A Complaint Is a Gift:
Recovering Customer Loyalty When Things Go Wrong? Maybe it isto be best activity for you. Y ou aready
know beside you can spend your time using your favorite's book, you can wiser than before. Do you agree
with their opinion or you have some other opinion?

Marina Espinal:

The book A Complaint Is a Gift: Recovering Customer Loyalty When Things Go Wrong can give more
knowledge and information about everything you want. So why must we leave the best thing like a book A
Complaint Is a Gift: Recovering Customer Loyalty When Things Go Wrong? A few of you have a different
opinion about book. But one aim this book can give many factsfor us. It is absolutely suitable. Right now,
try to closer using your book. Knowledge or information that you take for that, you can give for each other;
you could share all of these. Book A Complaint Is a Gift: Recovering Customer Loyalty When Things Go
Wrong has simple shape however you know: it has great and large function for you. Y ou can look the
enormous world by open up and read a e-book. So it is very wonderful.

LeeFuller:

Book isto be different per grade. Book for children until adult are different content. As you may know that
book is very important normally. The book A Complaint |s a Gift: Recovering Customer Loyalty When
Things Go Wrong was making you to know about other understanding and of course you can take more
information. It is quite advantages for you. The e-book A Complaint Is a Gift: Recovering Customer Loyalty
When Things Go Wrong is not only giving you far more new information but also to become your friend
when you truly feel bored. Y ou can spend your spend time to read your e-book. Try to make relationship
together with the book A Complaint Is a Gift: Recovering Customer Loyalty When Things Go Wrong. Y ou
never really feel lose out for everything in case you read some books.

Hayden Wright:

Spent afree time to be fun activity to perform! A lot of people spent their leisure time with their family, or
their own friends. Usually they accomplishing activity like watching television, likely to beach, or picnic
from the park. They actually doing same every week. Do you feel it? Would you like to something different
to fill your free time/ holiday? Could be reading a book could be option to fill your no cost time/ holiday.
The first thing that you will ask may be what kinds of reserve that you should read. If you want to attempt
look for book, may be the book untitled A Complaint Is a Gift: Recovering Customer Loyalty When Things
Go Wrong can be very good book to read. May be it might be best activity to you.
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