In the book, “Delight Your Customers: 7 Simple Ways to Raise Your Customer Service from Ordinary to Extraordinary, author Steve Curtain takes an interesting position putting much of the responsibility on managers: “Most employees are never told about the essence of their job, and they skip having interactions with customers in order to do the mandatory tasks that are covered in their performance reviews. Employees and managers are usually so focused on efficiency that they do not seek out opportunities to interact with customers beyond the standard transaction. Managers can hold meetings with employees to give examples of what sort of actions work well to convey genuine interest. Supervisors should comment when they see an employee doing a good job of showing genuine interest in a customer's needs.” (Curtin 2014)
[bookmark: _GoBack]Please argue for or against Curtin’s points and explain why. 


S -
ST ——
JT T ———
oo s g e sy s iy bt ey
campts it afcions ik wll 0 ey e s




