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Benchmark for best assistance/complaint access methods

Develop customer-contact skills: Product/service knowledge; 
listening; comment solicitation; problem anticipation; conflict 
dissipation, loyalty retention, and expectations management

Provide customers with contact, access, service information

Develop/deploy customer service standards

Use Complaint process to address problems/opportunities

Collect, analyze CRM inputs to determine effectiveness

Knowledge Sources: Focus groups; customer 
complaints, forums, surveys, visits, interviews, follow-ups

Apply Improvement Process to opportunities identified 
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