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Book Presentation: Moments Of
Truth by Jan Carlzon

Book Abstract

MAIN IDEA

A company is defined in the minds of its
customers as the composite total of every moment of truth – those
short periods when the customer interacts with the company or one
of its employees.

The best approach to delivering consistently
high-quality moments of truth lies in building a customer-driven
company. The essential characteristics of this type of company
are:


	The employees who interact with customers
have the authority to make decisions on behalf of the company.

	Middle managers who work to manage
resources so the frontline employees can be more effective.

	Corporate leaders who develop a vision of
where the company should be heading and provide inspiration.

	A flat organizational structure where
real-world experience from frontline employees is learned from and
built upon.

	A willingness to look at everything solely
and exclusively from the same perspective a customer uses.

	A commitment to narrowing the focus of the
company to the delivery of exceptional service.



Bring all of those elements together and a
customer-driven company can achieve some very significant business
success – regardless of external financial conditions, competitive
challenges or any other factors.

Important Note About This
Ebook

This is a summary and not a critique or a review
of the book. It does not offer judgment or opinion on the content
of the book. This summary may not be organized chapter-wise but is
an overview of the main ideas, viewpoints and arguments from the
book as a whole. This means that the organization of this summary
is not a representation of the book.
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The concepts and philosophi [...]




OEBPS/Images/97825110211941.png
SUMMAHY

eeeeeeeeeeeeeeeee
oooooooooooo

Moments of
Truth

—— BusinessNews Publishing —





OEBPS/Images/pagepromo.png
—— Get instant access to more than

1,000 poox

summaries ___

Full collection at

Wwww.mustreadsummaries.com






OEBPS/Images/1.png
SUMMARY

nnnnnnnnnnnnnnnnn
oooooooooooo

Moments of
Truth





