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Sitting a/ her lunc.h tnble in Mumbai's sprawling Four Seasons hotel. renowned organisational 
deveiopmenJ and management guru and president 0171.11 US (0 hwnan resource del olopmellt 

comparl)'), !IJI/elle &ulo,,~ goon; upfor 0 hl?Clit: week oflroveland seminars in Dellri, Mumbai 
&mgalnre VII ('ustomer relations But not before shelerl/is 0 lJOJld /0 the RPG GTPUp tD help it 
become a more custoIDet'rentrie orgwlisotion and also release the TewriUon I'ersion ofher 
furmerbt:slseller: AComplaint is a Gifl 'T1IB much-saught-after BarlOIV amducts Iroin:ing 

programnlCS and workshops on eustomersen'ice undsen'ice recvl'E!I)' fa]' top 
management personnelfrom /lIe leading companies around the world. SlIe hns a1sv 

authoredbest-selling books lik Branded Customer Service: The Nl::\\' Competitive Edge 
and Emotional Value - Creating Strong Bonds with Customers .lJarlol\'~, 

e>.1ensivelJ to Byrovee 1}'CJ' an ellstamersen-jre und tile role it pia,! -s in fmilding 1m 
rgurusalian, EdIted r.YreIpts. 

way io do it woold be 1... lh~ 

lCJ<l':rIhlp to lrusl tIlll.Wf If 
lherels a lock 0(1ru$t,1heem' 
ploy_ will.'P"1 uiat, and In 
1W11 1 won'llrusllh"leadet" 
hlp. Also, managers and IU 

pervisors shOuld mooitor ex· 
pDn6Ulial btbaviour. 

m111ue. which l.I fIOlth" 
in o\mericao1lld~w 

~i>.peIlrlDl"",""l4linn' 

.w11.RIJI~,!~ylrad' 
ing r~. SCJmt:tlm"s}"'" lIfO­
Mdt,lftl' -tse:rvU:.e and I(tme.­
lJJnosljJlTl\'idlll1llJ"""-TheUjl 
anddo,,"Q pa>IUwl bas 10 go, 
aDdJbdi."cLlldllt "ill happen 
u1tilllJll!l" 
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Jlnnoe,Sooth",<Sl Airlines in 
'ho'UnilDf1 S..,l... nuvef in· 
1'1Ilf!t.,d10 buuch "bi!IIirliJItl. 
BUIII,,*nuiduI nrc11Cl1p1Jues 
......' '" Willi delj vemd thaI II 
madl!' hem the bu-.t airli 

,tbcCllUJIIt'\' 

1lIIIlidI1I"~_""'" 
m_~7 

l.la<Immp;mje9 useOJSlOmer 
$.1lislndionaurve}~. Oflala, 
due 10 /he .bc8r number of 
tbcse.urveys ptlDpll! w""got· 
tOIl tnd 01 fillill8 these farms 
and /hoy ref""" 10 do It any· 
1TPl"_11Jere{..", "S1IMll''-'' 
tobe ""I't simp),' Ihcnl OM 
tu be Sl'dO: for wrlliug ctlm­
n.!\1lo, nolllbi blNlfllolirl....t 

data WDuld be Ideal in eval 
IItlJIBQ~..uisflldian. 
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IIIa1ll); apersonneslstobe in­
OAtely inlelligl!nlmoUlCI.LS­
_ c.-m ItbetauslJl1B will 

IDUgb buUI can bo doneIf 
ooe IIllDlO1iooaUyinlr:lligent 
AI IbeClldrilheday,CIlSICml!rS 
lireloolciugftrtobespobm po. 
Iitely 10. t:rcated fairl}'. bave 
theilanswers mo.I quidlyand 
banestly,1beyw;mI10 feelli1D 
tbJly can 1m!1 you. la reality 
resaarcb poinlll aul th.leu> 
Illroenrdan'l fl!<llUkslheycao 
lrusl r:am(ll<Uico. Evnry bus;­
Jle&S bastoc!od 55 """ceDI of 
n/)W cuslomurlel;ery ye&' It'J 

lDllUluprortheones !he)'loo, 
'Thus, wbeo they uJlS'll J CIlS­

lDmtlf Ihoy nrelhmwing prof. 
it oway And unlil rCQ!ntly, 
bo;,rds were 001 even ad, 
dreuingcullome.r .Itrilion, 
TIl_) wmHlnly focwing on 
I1MlOnCl, profit.,and """,Io}' 
ee attrition Boards .bourd 
1,liCIIClUlDTI1l1l'".IlheoeIlJre 
llOd Ihon slnh'3ha. beaus<' 

lIhcml cWll)IJ1, 
would be lin husln 
I.lId.U~ 1h"Cocus_lDbe 
hiJlin8'.m,-un1;U,ecu.lDml!I: 

Ihe$llrl.ys, ~are talkinl\ 
l....sbnu1wlIll'el.iliul1l1I1d In· 
~iJl!\JIllliUlbllill''''al more 
Ibout lJl8l!!int:Jl CIIs1omer5lt' 
C1Int1Joo.Wh.JI'.ullll'll, WoIJ' 

fumalll'l!C'llQ1iIlJl JlO'illDm \0 
rapJ'"CU'ot cul.tomen :In Lbtl 
brwdl'QOll\ W 
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