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The Science of Customer Servnce

An unadvertised feature
might as well not exist.

e \What the group is
planning to do

e \What the group has
done

Transparent decision
process directly linked to
user input.

e Fair, bulk of decisions
made using an
objective system

e Flexible, can be
overruled when

necessary

e Consistent, only

designated contact
point can set

importance of tasks

Graded by calculated
figure of merit.
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