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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:

Samual Larkin:

A lot of people always spent their own free time to vacation or even go to the outside with them family
members or their friend. Do you know? Many a lot of people spent these people free time just watching TV,
as well as playing video games all day long. If you wish to try to find a new activity here is look different
you can read a book. It is really fun for you personally. If you enjoy the book that you read you can spent the
whole day to reading a publication. The book Mercedes-Benz. Driven to delight (Spanish Edition) it is quite
good to read. There are a lot of people who recommended this book. These people were enjoying reading
this book. If you did not have enough space to develop this book you can buy often the e-book. You can
m0ore very easily to read this book out of your smart phone. The price is not to cover but this book has high
quality.

Ronald Smith:

People live in this new day of lifestyle always try to and must have the extra time or they will get lot of stress
from both everyday life and work. So , if we ask do people have time, we will say absolutely sure. People is
human not a robot. Then we request again, what kind of activity do you have when the spare time coming to
an individual of course your answer will certainly unlimited right. Then do you try this one, reading guides.
It can be your alternative within spending your spare time, the book you have read is usually Mercedes-Benz.
Driven to delight (Spanish Edition).

Ella Carlson:

You may get this Mercedes-Benz. Driven to delight (Spanish Edition) by check out the bookstore or Mall.
Just viewing or reviewing it may to be your solve trouble if you get difficulties for ones knowledge. Kinds of
this guide are various. Not only simply by written or printed but in addition can you enjoy this book by
simply e-book. In the modern era such as now, you just looking by your mobile phone and searching what
their problem. Right now, choose your personal ways to get more information about your book. It is most
important to arrange you to ultimately make your knowledge are still up-date. Let's try to choose correct
ways for you.

William Lebel:

As a student exactly feel bored for you to reading. If their teacher requested them to go to the library in order
to make summary for some publication, they are complained. Just very little students that has reading's
internal or real their pastime. They just do what the teacher want, like asked to the library. They go to there
but nothing reading significantly. Any students feel that reading is not important, boring and can't see
colorful images on there. Yeah, it is to be complicated. Book is very important to suit your needs. As we
know that on this period of time, many ways to get whatever we really wish for. Likewise word says, ways to
reach Chinese's country. Therefore , this Mercedes-Benz. Driven to delight (Spanish Edition) can make you



sense more interested to read.
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