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De Joseph A. Michelli, autor bestseller #1 de The New York Times.

El plan que ayudó a hacer de Mercedes-Benz una de las organizaciones más efectivas del mundo en el
servicio al cliente.

El sólo nombre de Mercedes-Benz hace que te imagines lujo, innovación, calidad y desempeño, pero se
necesita algo más que un producto de clase mundial para superar a la competencia. Por eso, los ejecutivos
de Mercedes-Benz crearon experiencias únicas para sus clientes que estuvieran alineadas con sus autos
legendarios.

Mercedes-Benz Driven to Delight revela el plan de acción que utilizó esta compañía en Estados Unidos para
catapultar a la empresa al primer lugar en los rankings de estudios nacionales de satisfacción al cliente, al
tiempo que mantuvo el crecimiento del negocio. Esta es la historia de cómo la organización supo identificar
los deseos, necesidades y sueños de sus clientes.

En este libro aprenderás cómo:

-Crear una gran visión para generar experiencias excepcionales al cliente.
-Identificar las necesidades cambiantes, requerimientos y deseos de tus clientes.
-Trazar los recorridos de tus clientes clave y los puntos de contacto de alto valor.
-Evaluar la percepción del cliente durante todo el proceso de servicio.
-Resolver sus necesidades con rapidez y mejorar constantemente el proceso de entrega.
-Asociar las recompensas y el reconocimiento con una excelente experiencia del cliente en tu organización.
-Con valiosas lecciones aprendidas directamente de los empleados de Mercedes-Benz, testimonios de
fanáticos de la marca e innumerables consejos para crear tu propio mapa del éxito, este libro te muestra cómo
afinar tu estrategia de negocios, deleitar a tus clientes e inyectarle combustible a tu equipo en el mediano y el
largo plazo.
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From reader reviews:

Adam Nelson:

The book Mercedes-Benz. Driven to delight (Spanish Edition) make one feel enjoy for your spare time. You
need to use to make your capable a lot more increase. Book can to be your best friend when you getting
strain or having big problem together with your subject. If you can make examining a book Mercedes-Benz.
Driven to delight (Spanish Edition) to get your habit, you can get a lot more advantages, like add your own
capable, increase your knowledge about some or all subjects. You may know everything if you like open up
and read a reserve Mercedes-Benz. Driven to delight (Spanish Edition). Kinds of book are a lot of. It means
that, science book or encyclopedia or other individuals. So , how do you think about this reserve?

Evan Hinson:

In this 21st millennium, people become competitive in every way. By being competitive right now, people
have do something to make all of them survives, being in the middle of typically the crowded place and
notice through surrounding. One thing that oftentimes many people have underestimated it for a while is
reading. Yes, by reading a e-book your ability to survive enhance then having chance to stand up than other
is high. For yourself who want to start reading any book, we give you that Mercedes-Benz. Driven to delight
(Spanish Edition) book as nice and daily reading guide. Why, because this book is usually more than just a
book.

Marina Espinal:

The book Mercedes-Benz. Driven to delight (Spanish Edition) will bring that you the new experience of
reading any book. The author style to describe the idea is very unique. Should you try to find new book to
study, this book very acceptable to you. The book Mercedes-Benz. Driven to delight (Spanish Edition) is
much recommended to you to study. You can also get the e-book in the official web site, so you can quickly
to read the book.

James Kyles:

Guide is one of source of expertise. We can add our understanding from it. Not only for students but in
addition native or citizen have to have book to know the change information of year in order to year. As we
know those guides have many advantages. Beside all of us add our knowledge, could also bring us to around
the world. With the book Mercedes-Benz. Driven to delight (Spanish Edition) we can have more advantage.
Don't one to be creative people? Being creative person must want to read a book. Just choose the best book
that suitable with your aim. Don't possibly be doubt to change your life at this book Mercedes-Benz. Driven
to delight (Spanish Edition). You can more attractive than now.
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