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This revision of Customer Service: Skills & Concepts for Success features how-to
topics for the customer service professional. It covers the concepts and skills
needed for success in business careers, including listening techniques, verbal and
nonverbal communication, and use of technology. Emphasis is given to dealing
with customer service problems and how to handle conflicts and stress.
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Editorial Review

About the Author
Bob Lucas is Executive Vice President of Global Performance Solutions, Inc. a company that provides
performance consulting services by assessing organizational, environmental, and staff human resource needs,
then recommending and/or providing appropriate strategies to address identified challenges.

Bob has extensive experience in human resources development, management and customer service over the
past three decades in a variety of organizational environments. This background gives him a real-world
perspective on the application of theory he has studied and used for several decades. He is certified in a
variety of programs from Zenger-Miller and KASET International (now achieveglobal), Menninger
Management Institute, The PACE Group, Wilson Learning, Employment Learning Innovations and is an
Inscape Publishing (formerly Carlson Learning) product distributor and instructor.

Bob focuses on assisting organizations and individuals develop innovative and practical strategies for
improved workplace performance. His areas of expertise include management and training program
development, interpersonal communication, adult learning, customer service, and employee and
organizational development.

Currently, Bob serves on the boards Leadership Seminole in the Orlando, Florida area (where he was past
Chairperson) and the Central Florida Safety Council. Additionally, he was formerly the President of the
Central Florida Chapter of the American Society for Training and Development and served on the board for
the Suncoast Chapter. He retired from the U.S. Marine Corps Reserves.

In addition to giving regular presentations to various local and national groups and organizations, Bob serves
as an adjunct faculty member for Webster University. In that position, he teaches organizational and
interpersonal communication, diversity and Introduction to Training & Development.

Listed in the Who's Who in the World, Who's Who in America and Who's Who in the South & Southeast for
a number of years, Bob is also an avid writer. Published works include: How to be a Great Call Center
Representative; Customer Service Skills & Concepts for Success; The BIG Book of Flip Charts; Job
Strategies for New Employees; Communicating One-to-One: Making the Most of Interpersonal
Relationships; Coaching Skills: A Guide for Supervisors; Effective Interpersonal Skills; Training Skills for
Supervisors; and Customer Service: Skills and Concepts for Business. Additionally, he has been a
contributing author for the Annual: Developing Human Resources series by Pfeiffer & Company since 1992
and to the HRHandbook by HRD Press.

Bob has earned a Bachelor of Science degree in Law Enforcement from the University of Maryland, and a
Master of Arts degree with a focus in Human Resources Development from George Mason University in
Fairfax, Virginia.

Users Review

From reader reviews:



Tyler Smith:

Book is actually written, printed, or outlined for everything. You can learn everything you want by a book.
Book has a different type. To be sure that book is important point to bring us around the world. Beside that
you can your reading talent was fluently. A book Customer Service: Skills and Concepts for Success,
Student Edition will make you to always be smarter. You can feel considerably more confidence if you can
know about everything. But some of you think which open or reading the book make you bored. It's not
make you fun. Why they are often thought like that? Have you in search of best book or suitable book with
you?

Joseph Ortiz:

The publication untitled Customer Service: Skills and Concepts for Success, Student Edition is the reserve
that recommended to you to see. You can see the quality of the publication content that will be shown to you.
The language that creator use to explained their ideas are easily to understand. The article author was did a
lot of exploration when write the book, hence the information that they share to your account is absolutely
accurate. You also could get the e-book of Customer Service: Skills and Concepts for Success, Student
Edition from the publisher to make you considerably more enjoy free time.

Randy Gable:

In this time globalization it is important to someone to find information. The information will make
professionals understand the condition of the world. The condition of the world makes the information
simpler to share. You can find a lot of personal references to get information example: internet, classifieds,
book, and soon. You can observe that now, a lot of publisher that print many kinds of book. The book that
recommended for you is Customer Service: Skills and Concepts for Success, Student Edition this publication
consist a lot of the information from the condition of this world now. This book was represented how do the
world has grown up. The language styles that writer use for explain it is easy to understand. The particular
writer made some analysis when he makes this book. That is why this book suitable all of you.

William Lebel:

Do you like reading a book? Confuse to looking for your preferred book? Or your book has been rare? Why
so many issue for the book? But almost any people feel that they enjoy intended for reading. Some people
likes reading, not only science book but in addition novel and Customer Service: Skills and Concepts for
Success, Student Edition or others sources were given understanding for you. After you know how the
fantastic a book, you feel would like to read more and more. Science reserve was created for teacher as well
as students especially. Those publications are helping them to add their knowledge. In different case, beside
science reserve, any other book likes Customer Service: Skills and Concepts for Success, Student Edition to
make your spare time more colorful. Many types of book like here.
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