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The vast majority of companies consider customer service to be an
important aspect of their business. When pressed, however, there
are many companies that fnd it difcult to describe exactly what they
mean by customer service or provide a precise defnition of
customer service measures



the importance of customer service 
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As already suggested, there are few companies that do not
recognize the importance of the provision of good customer
service. But, why is it so important?
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The core product concerns the item itself:
the technical content, the product features, the ease of use, the style
and the quality. The service elements, which can be called the
‘product surround’, represent the availability of the product, the ease
of ordering, the speed of delivery, and afer-sales support. There is a
long list (as we shall see later in this chapter), and clearly not all of
the service items on our list are relevant to all products.
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The marketing departments of many companies recognize
that the product surround elements are very important in
determining the fnal demand for a product.
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One of the defnitions of logistics that was provided in Chapter
1 referred to ‘the positioning of resource at the right time, in
the right place, at the right cost, at the right quality’. Tis
defnition can be expanded into what might be considered as
the seven ‘rights’ of customer service



the components of customer service 
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The four main multifunctional 
dimensions are:
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REFLEKSI
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Informasi penting hari ini

Manfaat penting dari informasi penting hari ini

Tindak lanjut yang dapat saudara lakukan
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Thank you!

Any questions?




