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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:

Edward Olivieri:

Nowadays reading books be than want or need but also turn into a life style. This reading addiction give you
lot of advantages. Associate programs you got of course the knowledge the particular information inside the
book in which improve your knowledge and information. The knowledge you get based on what kind of
book you read, if you want have more knowledge just go with education and learning books but if you want
sense happy read one using theme for entertaining for instance comic or novel. The When Customers Talk...
Turn What They Tell You into Sales is kind of book which is giving the reader erratic experience.

Leah Pelton:

Information is provisions for those to get better life, information currently can get by anyone in everywhere.
The information can be a understanding or any news even an issue. What people must be consider whenever
those information which is in the former life are challenging to be find than now could be taking seriously
which one is appropriate to believe or which one the particular resource are convinced. If you have the
unstable resource then you buy it as your main information you will see huge disadvantage for you. All those
possibilities will not happen within you if you take When Customers Talk... Turn What They Tell You into
Sales as your daily resource information.

Marlon Taylor:

Does one one of the book lovers? If yes, do you ever feeling doubt if you find yourself in the book store?
Attempt to pick one book that you never know the inside because don't determine book by its include may
doesn't work here is difficult job because you are scared that the inside maybe not because fantastic as in the
outside look likes. Maybe you answer could be When Customers Talk... Turn What They Tell You into Sales
why because the amazing cover that make you consider about the content will not disappoint you. The inside
or content is fantastic as the outside as well as cover. Your reading 6th sense will directly show you to pick
up this book.

Joseph Fulkerson:

This When Customers Talk... Turn What They Tell You into Sales is great reserve for you because the
content which is full of information for you who always deal with world and still have to make decision
every minute. This particular book reveal it data accurately using great organize word or we can claim no
rambling sentences inside it. So if you are read it hurriedly you can have whole details in it. Doesn't mean it
only provides you with straight forward sentences but challenging core information with beautiful delivering
sentences. Having When Customers Talk... Turn What They Tell You into Sales in your hand like finding
the world in your arm, data in it is not ridiculous just one. We can say that no reserve that offer you world
inside ten or fifteen second right but this publication already do that. So , it is good reading book. Heya Mr.
and Mrs. stressful do you still doubt in which?
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