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HUMAN SIGMA: MANAGING THE EMPLOYEE-CUSTOMER ENCOUNTER

BRILLIANCE AUDIO, 2017. CD-Audio. Condition: New. Unabridged. Language: English . Brand New. Six Sigma
changed the face of manufacturing quality, creating excellence by reducing variance in finished goods,
revolutionizing businesses, and boosting profits. Now, Human Sigma is poised to do the same for sales and
service organizations. This book oBers an innovative, research-based approach to one of the toughest
challenges businesses face today: how to drive success by eBectively managing the moments when employees
interact with customers. Based on research spanning 10 million employees and 10 million customers around
the globe, the Human Sigma approach combines a proven method for assessing the health of the employee-
customer encounter with a disciplined process for improving it. Human Sigma is based on five new rules to
bring excellence to the way employees engage and interact with customers: RULE #1: E Pluribus Unum.
Employee and customer experiences must be managed together -- not as separate entities. RULE #2: Feelings
Are Facts. Emotions drive and shape the employee-customer encounter. RULE #3: Think Globally, Measure and
Act Locally. The employee-customer encounter must be measured and managed at the local level. RULE #4:
There Is One Number You Need to Know. Employee and customer engagement interact to drive enhanced
financial performance. And this interaction can be quantified and summarized with a single performance
metric. RULE #5: If You Pray for Potatoes, You Better Grab a Hoe. This means that good intentions alone do not
constitute a plan of action. Sustainable improvement in the employee-customer encounter requires disciplined
local action coupled with a companywide commitment to changing how employees are recruited, positioned in
roles, rewarded and recognized, and importantly, how they are managed. Essential reading for today s global
business leaders, Human Sigma shows how sales and service companies can flourish in the new global
economy. It reveals...
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Other PDFs

C h allen ge th e Ord in ary :  Wh y  R ev o lu tio n ary  C o mp an ies A b an d o n  C o n v en tio n al                                 
M in d sets,  Qu estio n  L o n g- H eld  A ssu mp tio n s,  an d  Kill  Th eir Sacred  C o w s                                  
( P ap erb ack)   
Career Press, United States, 2014. Paperback. Condition: New. Language: English . Brand New
Book. Challenge the Ordinary is an honest book about what it takes to create an exceptional
organization: balancing aspirations with realities in...
Sav e Bo o k »  

In sid e th e Organ izatio n :  P ersp ectiv es o n  Emp lo y ee C o mmu n icatio n s                          
( P ap erb ack)   
Createspace Independent Publishing Platform, United States, 2011. Paperback. Condition:
New. Language: English . Brand New Book ***** Print on Demand *****.Updated, May 2017.
This is a book for managers, leaders, and those with communications responsibilities....
Sav e Bo o k »  

Dev elo p in g Su stain ab le Su p p ly  C h ain s to  Driv e Valu e:  M an agemen t Issu es,                             
In sigh ts,  C o n cep ts,  an d  To o ls ( P ap erb ack)               
Business Expert Press, United States, 2013. Paperback. Condition: New. Language: English .
Brand New Book ***** Print on Demand *****. As we enter the 21st Century, we find ourselves
faced by two major developments. The...
Sav e Bo o k »  

Dy n amic L igh t Scatterin g:  With  A p p licatio n s to  C h emistry ,  Bio lo gy ,  an d  P h y sics                         
( P ap erb ack)   
Dover Publications Inc., United States, 2000. Paperback. Condition: New. Unabridged.
Language: English . Brand New Book. Lasers play an increasingly important role in a variety of
detection techniques, making inelastic light scattering a tool of...
Sav e Bo o k »  

Th e P ro d u ctiv ity  P ro ject:  A cco mp lish in g M o re b y  M an agin g Y o u r Time,                                
A tten tio n ,  an d  En ergy       
BRILLIANCE AUDIO, 2017. CD-Audio. Condition: New. Unabridged. Language: English . Brand
New. For readers who made David Allen s Getting Things Done a perennial bestseller, a fresh
and entertaining exploration of a topic that concerns...
Sav e Bo o k »  
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