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Survey of more than 100,000 consumers reveals how they want to be treated, and the way they want to buy.
What do customers really want? Not all retailers are in the habit of listening when customers talk. They can
do better, according to master customer service speaker, author, and consultant T. Scott Gross. In fact,
research shows that unhappy customers talk about negative experiences for an average of 18 months. Once
they have a bad experience, it will take 12 positive experiences to make up for it. However, if a complaint is
resolved, count on an intensely loyal customer. In When Customers Talk, the third volume in his customer
service series, Gross partners with consumer researcher Joe Pilotta from BIGresearch to draw conclusions
for frontline retailers and managers based on the insights of 100,000 retail customers. This approachable,
must-have guide offers detailed insights to help retailers learn how to anticipate customer needs and take
advantage of emerging trends. Written in an engaging style, and backed by statistical research, When
Customers Talk helps retailers:
• Bridge the disconnect between retailers' and customers' attitudes. 
• Ask the right questions to get answers that will make a difference. 
• Turn the knowledge of customers' habits into sales. 
• Leverage customers' loyalty for a lifetime relationship: heart, mind, and wallet. 
• Understand pricing and discounting to maximize profits. 
• Tap into technology to avoid being blindsided by changes.
With customer insight "straight from the horse's mouth," retail managers disregard this information at their
peril!
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From reader reviews:

Rolanda Parker:

Book is actually written, printed, or created for everything. You can understand everything you want by a
reserve. Book has a different type. We all know that that book is important issue to bring us around the
world. Next to that you can your reading proficiency was fluently. A publication When Customers Talk...
Turn What They Tell You into Sales will make you to always be smarter. You can feel far more confidence
if you can know about every thing. But some of you think this open or reading a book make you bored. It's
not make you fun. Why they might be thought like that? Have you searching for best book or suitable book
with you?

Susan Rooks:

In this 21st centuries, people become competitive in each and every way. By being competitive currently,
people have do something to make all of them survives, being in the middle of typically the crowded place
and notice by surrounding. One thing that often many people have underestimated the idea for a while is
reading. Yeah, by reading a book your ability to survive enhance then having chance to stay than other is
high. For you personally who want to start reading some sort of book, we give you this particular When
Customers Talk... Turn What They Tell You into Sales book as nice and daily reading guide. Why, because
this book is usually more than just a book.

Joe Timmons:

Hey guys, do you really wants to finds a new book you just read? May be the book with the concept When
Customers Talk... Turn What They Tell You into Sales suitable to you? The actual book was written by
renowned writer in this era. The book untitled When Customers Talk... Turn What They Tell You into
Salesis the main of several books which everyone read now. This book was inspired many men and women
in the world. When you read this publication you will enter the new dimension that you ever know prior to.
The author explained their idea in the simple way, so all of people can easily to know the core of this
publication. This book will give you a lots of information about this world now. To help you see the
represented of the world within this book.

Olivia Dickert:

In this particular era which is the greater individual or who has ability in doing something more are more
treasured than other. Do you want to become one of it? It is just simple approach to have that. What you have
to do is just spending your time little but quite enough to enjoy a look at some books. One of the books in the
top collection in your reading list will be When Customers Talk... Turn What They Tell You into Sales. This
book and that is qualified as The Hungry Inclines can get you closer in turning into precious person. By
looking upward and review this book you can get many advantages.
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