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1. Why is Customer Service and Great Customer Experiences more important than ever?
2. It seems that customers are the rude ones. What are your thoughts on that?

3. You talk about how good customer service has to start at the top. What do you mean by that?
4. You also talk about hiring the right people. What are some things that leaders should look for in an exceptional customer service representative? 

5. If there were just a couple of things our listeners could do immediately to improve service, what would those be?
6. In your book “How Organizations Deliver BAD Customer Service” you speak about how attitude is everything. Tell us more about that.
7. Explain why customer service has become so bad.

8. How can social media sites like Facebook and Yelp help people combat bad service.

9. Why should everyone acquire good customer service skills, even those not in business?

10.  So what kinds of services do you offer? And how does someone who wants to work with you reach you?
