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Customer Service

Customer:

e Client

o Consumer
Recipient
Beneficiary
Receiver

Customer:
Is a person or group or organization or community or society:

o Seeks a good or a service.
o Has a good or receives a service. Customer:

Customer:
o internal customer (employees)
o external customer (mass)

For Example:

1- Real Customer.
2- Expected Customer.
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Government.

Other Organizations.
Competitors.

Public.
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Customer Service Model

Society

Organization

Service

Customer

Place Provided
Good

- Employee

Service Good
- Provider

- Customer Service Specialist
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Customer Service
Service Excellence

The service dilemma: success and growth do not automatically translate
into profitability. Does your "service" business really deliver value-added
service for which customers are willing to pay a premium? Even if you
command a premium, are you able to deliver high customer satisfaction
and high profitability? If you are part of the service or support function of a
product or manufacturing business, do you understand the value chain?
Are you giving away too much or too little service? Will your customers pay

for premium-level support? How do you find out?

Creating, managing, and growing the service-based firm or service function
of a product company has evolved dramatically as services occupies a larger
part of all developed economies. Corporate trends toward outsourcing and
co-production have accelerated the need to understand how and why you
make or lose money as a service firm or on service as a function or SBU.
Many firms have found that where service is involved, growth does not

always equal profitability.

The challenge in services is to manage a human resource-intensive
business to deliver excellent service across the entire organization and to
do so profitably. Growing any business demands a strategic and visceral
understanding of issues such as customer satisfaction, segmentation,
pricing, and customer loyalty. It also requires knowledge of operations,

human resources, and technology for customer relationship management.
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Sometimes the most attractive areas for growth are global markets, but
entering these markets presents a new set of cultural, regulatory, and
competitive challenges. In a time for tighter budgets, a rigorously designed
service strategy can help you maximize the value of your organization and

compete more effectively for the best customers.

Service Excellence:

Will help you design and implement an effective service strategy for profitable
growth of your organization. Faculty from marketing and management provide
current knowledge on diverse aspects of competitive strategy as they apply
to the service function. Topics range from broad strategic issues such as
achieving competitive advantage and addressing global markets, to the
nuts and bolts of strategy such as loyalty programs, service guarantees,

pricing, and other ways to generate profits.
Types Of Customers:

There are many of customers should deal with them, such as:

1-  Passive customer
2- skeptical customer
- Talkative customer

3

4- egotistical customer
9- Indecisive customer
6

- Angry customer
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Customer Service

7- Aggressive customer

8- Just looking customer
9- Snap-judgment customer
10- Dogmatic customer

11- Silent customer

12- Funny customer

13- Shy customer

14- Hurry customer

15- Old aged customer

What are Customers’ Need from the Organization?

1-  Good and proper price for goods.

2- Good and proper fees for services.

3-  Quality goods.

4- Quality services.

5~ Good or services available when needed (Availability).
6- Telling them the truth.

7-  Giving them good information.

8- Having enough information.

9- Employees introduce respect for customers.

10- Safety.
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Satisfying Customers’ Needs:

According to Abraham Maslow, the needs that people are motivated to
satisfy fall into a hierarchy. Maslow's theory not only classifies human
needs in a convenient way but also has direct implications for managing

human behavior In organizations.

4. Esteem Needs, such as
respect and status

3. Social Needs as: love, friendship,
belongings and loyalty

/ 2. Safety and security Needs \

1. Basic Needs or Physiological Needs,
such as: air, water, food. shelter ....

Maslow's Hierarchy of Human Needs
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Customer Service

You and Your Customer:

1- Listen him out.

2- Accept his personality.
3- News.

4- Understand his feelings.
5~ Study his needs.

6-  Win his loyalty.

7- Solve his problems.

8- Communicate with him.
9- Uniqueness.

10- Respect.

11- Fairness.

12- Confidence.

Human Relationships with Customers

1- Treat all your customers fairly and impartially.
2- Apologize or admit to customers when you were wrong.
3- Give customers credit where due.
4- Express genuine concern for customers problems.
- Don't lie to customers.
- Don't build false hopes for raises or advancement.

5

6

7- Don't swear at customers.

8- Don't fail to lead your customers.
9

- Don't treat your customers like children.
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10- Don't treat your customers in aggressive way.
11- Be polite to your customers.

Principles to Build and Sustain Good Relations

with Customers:

1- Open and two communication.

2- Provide flexibility.

3- Recognize customers diversity.

4-  Give customers constructive feedback on regular basis.
5- Listen to customers.

6- Be honest with customers.

7-  Advocate for customers.

8- Respect customers, when clients feel respected, they will generally
respect you and your organization.

9- Give customers opportunities to participate in some organization's
processes (such as decision making).

10- Human relationships with customers.

Stage of Managing Customers’' Relationships:

Assessment your customers.
Establishing service level agreements.

1-
2.

3- Ensuring delivery matches expectations.
4- Gaining feedback on implementation.

5.

Evaluating effectiveness, and ensuring satisfaction.
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Customer Service

Place/ Environment of Providing Services/ Goods:

1- Clean.

2- Enough.

3- Safe.

4-  Proper Temperature.
5~ Good ventilation.
6- Instructions are clear and written.
7- Proper walls color.

8- Waiting area.

9- Enough light.

Types pf Management & Customer Services

Reality Result Management

Customers will definitely Traditional Management

Disappointment not come back.

Customers might come Total quality
Satisfaction back, but might try another | management.
service provider.

They will almost definitely | 6 sigma

Happiness come back.
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Personal Preparation:

1- Dress (nice/style/comfortable).
2- Business kit, which the salesperson should always carry with him/her.

General issues include:

o Business cards.

o Company brochures, introductions.
e Product samples.

Pen, paper, diary.

Contracts, order forms.

e Etc.:

The objective Preparation:

1- Understanding customer.

2- Understanding the market.

3- Assessment customer's needs.

4- More knowledge abort your own products and services.
5- Good personal preparation.

During The Interview:

1-  Be prepared.

2- Beontime.

3- Greet your customer.
4-  Shake hands.
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Customer Service

Smile at your customer.
Keep continuous eye contact.

5.
6-
7- Accept adrink if it is offered.
8-

First talk abort general topics (such as; weather, traffic, sport, ... )

Price Objection:

The most well known objection is the price. The "YOU ARE TOO EXPENSIVE"

statement in itself can hide different motivations:

It COULD MEAN: | S© T"'v'f, :ﬁg OMER ACTION
The competition o Some more benefits | o Add Value
cheaper « A bit of a discount

It's more bargain o Alittle fight o Make sure that
(dominant behavior) | discount given has
healthy pay back

e Di t reall
Iscount really like immediate order

e To reduce the price,

because that is « Option of coming

his/her job again

| don't think | need it e To get back to o Establish comfort
comfort zone and zone
escape

| can't afford it e To get a cheaper o Confirm if it is really
product (go back to a buying power
needs assessment) Issue
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.| SO THE CUSTOMER
It COULD MEAN: WANTS: ACTION
| can't make a e Some more o Ask who else
decision convincing besides him would

e To consult with
someone

be involved

| am not convinced

o More convincing
(needs are not
revealed).

o Present a third party
proof

Of course some objections, concerns, doubts, needs for clarification will
remain and we have to answer them in accordance with the principles we

agreed".

268




ol gl

. JA\JA.“ zy 3‘ |L!.!_-||

oA yall gt 1 sLath

ALY &> Lad







S PR —

:JQM‘ :%3‘

iy 24 gl sl -2

> WPV PP

(1975 21 ¢yl 4:5Ce 15 ,8l1) paldl SLas¥ls e tplol poal ) -1

2008 ¢ lead! Ol_sdall ¢ ndl BN 8 15f Lot ] 10\ doer] -2

LS ) Aela Yl el wloellaas g fgsk (S il -3
(1993 ¢ 5

(2004 (a3 51 15 alal) & il 540 k8 0s) 0 jilams s ] 4

(2005 (a5 15 alal) gendand) B oLl s ) 1 ilaas A a5

Lelex¥l Sladly Lol Ludl gl 1o Sl Gas sl -6
(2000 ¢aneld B all Sls 1d, L)

271



cig At oSl el s 15l Woedll i ) oK 1l Ldae da

.(1974
gt S el gl el oo — peckail S gl : jale aa
(1986 c &gk |

Gl 8ilgs gl gl ) cd 2l S A A pandl 32
(2005 HRD : 50 1) eStaslly

Il S slen bl gl 12 2d) leliSTl foit) s pondl 3520
(2005 HRD : ,5L ) Jual

#Mandly ZU Bl g 3 prals 1 1 20} el o) &3 pmnddl 3821
.(2005 <HRD u..a\g')\) L.ébl\ﬁéﬂb

o 4 5 cilela] I pa o AT O] 5 S 28 15 T
(1994 Gaad GBY ls 15 ) Gliepd

Bl o) S e i) AY me Jobadl 1L, des el
(1993 cielall &l

(2001 AMIDEAST 35 5.a-1) Lall 81531 )y Lgo g 5ol pmali o TOWRN

AMIDEAST :55.4-1) eMandl s Jaladl il jlgo gl ol i  Cngohal
.(2002

(1986 ‘J)L&U )‘J 8%@‘) gwy‘ .ﬁj.l.wj‘ J"‘Jﬁ )w‘

TN PIEHCPPY r.{-wtsf,wsm,&m,asqs rasly el
(1999 2L

DS o 5o

-7

-10

-1

-12

-13

14

-15

-16

-17

272



WEVPe
(2000 ¢ e 5l 1) Ehbons Bl b g o 50 15 5 J 5L

r.:laﬂ\kﬂﬁj&bﬁ\@&b}tgh}“ﬁwbdw&| :Q'UJC";J{
(1991 caslall 3)\32}1\)..@4»04@.))\) S g él.llllubu 3..::‘;\.5\:&:15—

Toghl S S e 155 Spatll Zoad) el gl el 1k
(2005 3 jls3

2\:;.@” &\J):'l-\ JSJA 13}:;.-\) ﬂm‘j u‘;‘“ Qb\.@.@ Lf‘UM‘ cal.u\.“ dl.:o.a
(2005 ¢3 153

CJ\J‘J—‘ JSJA Sx;-‘) GJA)‘ L”SJ'.’."\"’ CJ‘JL@A :\?«J @JJ&I}‘ caLaJrJ‘ il:m
(2006 31550 2zgll

ccjjﬂ‘jfwéj)w‘)b:s%‘) éj)w\_)bz.ﬁ*}cu\mn;-‘wdksj:)
.(2005

C)‘J\.;-‘ :&SJJ 3J.5Aw‘) dL\éJ‘ JLaS\U CJ‘JL@J ‘5:.‘1_).)«2.“ GAUJ:J‘ ‘_;.:SU):
(2005 (el 2 51

CJ‘J«.;-\ ;Sj”:’ Bﬁw‘) FM‘ cd J.GLQJ.“ C)‘)L@.ﬁ w.)-lﬂ‘ @UJ:.“ L;“.“JUJJ
(2005 ¢\l &3 51

1LYl 28U 85 sl & ) IS A2 (o A il g g
1995 ;L 31

Az o e dal st de 5 dCwball b s ded L iR 1 uls O g
tl LY egs 15 sl (Blum Y Bl s de 5 R (ol YT o ol
2000

273

-18

-19

-20

-21

-22

-23

_24

-25

-26

=27




DS o 5o

(1998 ¢ I Jls 1 3tes)

M&}.&u) a5 cQW‘éﬂM‘BJbl 2095b P99 C"Mif .U‘J:>
(2004 ¢y M 5132534 I gt Jo Jeslenls 516,

ot 8 4Se 15 ) A8 Sl p el 105 5T 5 ) ot da e
.(1995

Jedl de gag 15 alalh) Cbu doareldl MWL ol 2] 5y s WU
(2000 <&y,

oddt LJS 15 AW Lol Lead 3 JLasY) tcakllne aal sls,
(1999 () gl dral el

Ejhw‘) ngﬁw‘ A 3.?‘; QML&“ £ Mol ‘5.0};.4.35 db)}o Li:“.’.)
(2006 25 —ays 501y 2l G5 g Wl Sl

sele 15,a L0 (298 sl g lad (LoDt cehandl #Y B I AT
.(2005

Gnalor ¢35l 1S 15 a1 (g ISYT S phadl 8 bl 3 0 s b sl
(2004 (O} sl

13 1S bkt pozadly sl JLaYl e das Lala
(1983 cimald-| & ,all

-29

-30

-31

-32

-33

34

-35

-36

-37

274



WEVPe

Sl b o - JieYI ah) ) el S aal e
(1983 ¢iy aJl Lagl

(2001 (Ol LS 1 5_) Jaddt ool gl 1 Lokl 351591 Al
LSty ) Wl g et ML o Hlge 1 il 5 1s N Al
(2001 (oL

Ol £:8e 15 n) vt 3 Sy o jadl ol st LT3 o0 AL
.(2001

s Ao 15 al) 21 ¢ A Aeadadl sVl J 3021 1Y 16l 5b s
(2000 (121 ¢ os

gl Jodl B gaz 13 alAlD)) AhelSAll 4 goucdt YL 2 Il i ol
.(2006

2b gl Lagdl s 15 alall) Bl SNl o g3 1 Ll et & sh00
(2006

AU goeald ol 3 91l Soee g (S ted e nnd calls
(1995 (O oal 32500

VAN m‘,sgijiwm‘wzw\ﬁwyﬂ w2l sledle
(2003 35 ¢ 2l 5 dellald p hall s

s D) slY Slwlal 1M e dely o ) plillae
(1997 2L cSJAw\ dmol> 43)\.?.-_’;.8‘

275

-38

-39

~40

4

42

43

_44

_45

_46

_47

_48




Cla.;j 3,:.0.21‘ doad| r.:.l.as CJ‘JL@J w‘)m‘ Cr:obj.“ g)lzxj‘ CL‘(A.“J.&
i ten AV e JlasV (3 end | 0 220D 1 L1 o STl (o dblte
.(2001 Jﬁjz’lﬁ ﬂL’.ﬁ IB}LU\ 4 3 Olsod) 33 .JJ.>J.| c'o)‘.:}“

(1978 "L})"J"A sw"g,o Sﬁw\)w‘ J@‘Vbaﬁyjd d"b- v&l\M
L;uL%J OV NURFIPR W) t\gg—'ﬁ! V.Lc B et alblae
(1998 3L gud

525 13 a1 B Slall 3 VLYl el d s e anl e

.

(1995 ¢ uad (e

Ost vt ASe 15,al ByIsY1 G GLaY bl Ll e
.('@,U

63‘)‘.?::.“ 2215 :Zﬁw‘) ZQ'J-L:J‘ b)‘jl‘ 3_)‘.51 :O‘j‘]?'Tj A.JLA))‘J.J“ Jos L};
(2001 ¢ oS (6 Anolr

RN D EAPRVISCCN JOND E FPINEI IR 35 R RO
(1998 ¢ x5

(2005 LNy Cads i

e el el e ol Sl sl el lelis

DS o 5o

_49

-50

-51

-52

-53

54

-95

-56

-57

-58

276



ST erl e
Hog oS Al Jole Al ol Cible a5 g ot gt L G S
2002 _pad 5

e oot 79 sual Sllas Lo B3 (A tlaadly co,adl A
21426

ol sl U slel 3 Al sl ST o a e U
(2006 41\.U:“J\ 2?.""‘:"‘\5 %JJZ.U Jf,"j'.’.L’ BJALE.S\)

ol sl 18 ,a ) Aedadl Lodatll 3 il dods 1 3,800 e LY
(2006 ¢&y_2J) dazl

15, dedaidl A & e dedaneld sl alall : o 3 dilae
(2006 & ol deacdl 5 o ydidd 0 00l

oAl el e pat 1 al) ) me Joladl o lge 1 JSon T et

.(2006

S ES PRSP PRE NI DI S TR B ool 1 sllab dw e
.(2000

G pall bl 5 ) plaa ¥l (e gl 105515 b Lible sz
(1979 ¢S Aalall

ciasdl g o1V gkt 3 e 13 alEl) JlasVl el jlgs o illdis dast
(1999

O &S 18 L) 8150 dasliie (33 polall wlald VI ol ) dost s
(2005 ¢ jnc

277

-59

-60

-61

-62

-63

64

-65

-66

-67

-68




el Sls 13l doudt ol 3 (3 Aoladl SUBN il e et
G&JJLJ&L\ )‘.) Sﬁw‘) L;‘V?Y' M‘j dL.a.Nl %JL\-:‘ :3.5).9 Jj&ﬁ
(1971

B el dyde (JUL A2 OLSYY (g ul b D 1 el ol et c e
.1996 ﬁ\.a cﬁ)w\ <98 sl cZ\.:.sL.\.ay\ ledsd

Rgde JU A2 (LS Gu JLasYE Blugh 1 el ol des o
1996 5o 5 ,Ladl (99 suall ciilus Yl ool 45, L)

L 3 e o Oy imased aisST 12l g des Comde
(2002 c@))ﬂ\j fLJ\j :&.C«Lla.U ﬂ\j{il SJALU‘) J-A-d‘_}

5 al) dadadly s ,a gl) el Y ey adl ol det e
(2004 ¢ o5 15 2l dellall S )

S e ez 1 all) LAYl wlaedd 508 el ol des o
(2002 iy )1

o dhas call (Communication : el ol e
imelr cdeelV) deud) LS 15 ,aW1) Social Work Practice o5 =15
(2005 O

5 5516) Juadl JLas¥l o jlge gy ol dl 12l gl o s
(2005 <& 5151 5 daelnall Lol dy all L)

DS o 5o

-69

-70

-71

-12

-73

_74

-75

-76

=77

278



ST erl e
St e saz 13 L) oy Jonll Silelet8,05) 1 ol ol et e
(2006 <y )

ie gz 13 ,Al) dvandl 4 palll A2 1§ Lok 1 ol 5] des Com s
(2006 <o 2l !

. (2008 ¢y ) J1 e gast 18 AN | 2R 1 2l ] ot
Al Aot i 1 A 2 My e LYl el plaes o

ZSJALEJ\) %JM‘R«@‘Q@)&?T} J‘"J"ﬁ (:‘,.@.a.c Zfa;J‘ ﬁTJ.AS'- -

G ) syl gl a )y A 35 poladt SlEY) 1 2l il des Com s
(2007 iyl Ll ds ozt 13 8 LEN)

el Sl 1 ,all) Gl il /bl elS I A 1l gl et Com s
.(2008 c@jzj\ﬁw\j islhl

SN o2y ol O I bl ol 1 2l ol et s
(2008 ¢ ponasdl dgns 15 a1 daseddl

s delhald el Sls e alal) el sl el gl ke o

(2008 ¢ x5 5315
NIRRTV (R PO I JUNT[) IRCH I I SN ISPVt R BN ORI

279

-78

-79

-80

-81

-82

-83

-84

-85

-86

-87




ie gzl 15,8 eluily o, il el des i

(2008 ¢ iy a2l i )l

ARV PRV DR SR [PRY I RCIR P PRV 9 PR
(2008 ¢y 515 2l

Gl e ezl 15 aa) Dbl foadl G 1l ol e s
(2008 ¢ &5 oyl

o) iy all Ao gazdl 1 alED fuiad! 836 1 adl Bl des s
(2009 ¢ 21

Gyl e gazed) 5 W) ool V1 iS5 18] 1 el pf et e
(2009 ¢ 2l s oyl

3l ASU ol § fiieedd Ladesadl 12l ol 2 e
(2009 ¢ 221y oyl iy all de yaneld

o Aald Boogs SIS 15 A1) Jaad) Lol el © i) il ekt ke
.(2009

iyl e pardl 1 Al et oyl Ol jlgs el o des C e
(2009 ¢ sty oyl

S iah oD sseedl go Jobadl 3 sl el dl G0 S s

Soaih sl eeall we Joladlh Sl jlgn gl geali i 104 S s
(2007 ¢ g 15N g pal) O

DS o 5o

-88

-89

-90

-91

-92

-93

~o4

-95

-9

-97

280



ST o
24 501 oY Al (180 gl (3850 IS jre ST 25D A 0 e 98
2007 o> [ ST 15 3

el dall s oy 0) 8 [ g goml mgels [3, 40 1 Sdadl e 99
.(2008

)\.3 dh-f*) .ﬂjp\nﬂj C)li}h.: cldé.:ll 3)‘31 :\.‘\iw‘ J.Oj ;‘Q.l::“j) Lg‘L@‘A —100
(1996 ¢ 5 Va2

gt BT S e 1oL ) erdiidl S bl 8505) 1 banll ez ol - 101
AT B> 425 515 Y)

(1997 (N 15 10(e) @3 8 yla) i ool AT 5ol 102

Ll delhll es dap 5l ) &gl dnaseddl foanY] iy 103
(1999 ¢ w5 5315

281




10-

11-
12-
13-
14-

DS o 5o

PPA?S (FYSR Rk

- Alfred Kadusin: "interviewing", Encyclopedia of Social Work N.Y.: N.AA.SW.,

1995.

- A. Meharbian (ed.): Nonverbal Communication (Chicago: Aldine-Atherton,

1972).

- Ava S. Bulter: Team Think (N.Y.: Mc Grow - Hill, 1999).

B.D. Ruben & R.W. Budd: Human Communication Handbook (N.Y.:
Hayden, 1975).

B. Grayson & M.I. Stein: "Attracting Assault: Victims" Nonverbal Cues,
Journal of Communication, No 31, 1981.

Charles Darwin: The Expression of the Emotions in Man and Animals
(London: John Murray, 1872).

Christine Temple: The Brain (England: Penguin, 1993).

David R. & Others: Organization Behavior and The Practice Management
(lllinois: Scott, Foresman & Co. 1973).

D. Krieger: Living the Therapeutic Touch (N.Y.: Dodd, Mead, 3rd ed. 2004).

Don W. Stacks et al.: An Introduction to Communication Theory (N.Y.:
Harvourt Brace Jovanofich College Publications, 1991).

Edward T. Hall: The Silent Language (N.Y.: Doubleday, 1959).
Edward T. Hall: Beyond Culture (N.Y.: Anchor Books, 1977).

E. Goffman: Behavior in Public Places (N.Y.: Ferr Press, 1963).
Elizabeth Perrot: Teaching (London: Longman, 1982).

282



WEVPe

15-

16-
17-
18-

19-
20-

21-

22-
23-
24-
25-
26-
27-

28-

29-
30-

283

Gail Mayers & Mayers: The Dynamics of Human Communication (N.Y.:
MC Grow Hill, 1992).

G. A. Miller: Language and Communication (N.Y.: Mc Grow Hill, 2002).
Gordon Walles: How to Communicate? (London: MC-Grow Hill, 1978).

Jack R. Gibb: "Defensive Communication”, Journal of Communication,
11, No. 13, Sept. 1961.

James A. Stoner: Management (N. J.: Prentice - Hall, Inc., 2nd. Ed., 1982).

Jennifer Joy - Matthews & Others: Human Resource Development
(London: Kogan Page, 3rd. ed., 2007).

J.K. Burgoon D.B. Buller & W.G. Woodall: Nonverbal Communication:
The Unspoken Dialogue (N.Y.: Harper & Raw, 1989).

John Woods: Business Letters (M.A., U.S.A.: Adams Media, 1999).
Julius Fast : Body Language (N.Y.: M. Evans, 1970) .

Julius Fast : Body Language (N.Y.: MJF Books, 5th. ed., 2000).
Kalhlen Sanford: Leading With Love (Francisco: Vashon Press, 1999).
K.R. Krupar: Communication Games (N.Y.: Free Press, 1973).

Laraine E. Flemming: L Reading for Thinking (N.Y.: Houghton Miffiin Co.,
5th. ed., 2006).

Lee Richardson (edr.): Dimensions of Communication (N.Y.: Meredith
Corporation, 4th. ed., 2000).

M. Argyle: Bodily Communication (London: Methuen, 2nd. Ed.,1988).

Mark L. Knapp & Judith A. Hall: Nonverbal Communication in Human
Interaction (U.S.A.: Holt, Rinehart & Winston. Inc., 4th. ed., 1997).




31-

32-

33-

34-

35-

36-
37-

38-
39-

40-

M-
42-

43-

PS5
Max Siporin : Introduction to Social Work (N.Y. : Macmillan Publication
Co., Inc., 1975).

Michael Mann (edr.): Macmillan Student Encyclopedia of Sociology
(London: Macmillan Press, 1987).

M. Von Cranach & I. Vine: Social Communication and Movement (N.Y.:
Academic Press, 1978) .

M. Wiener & A. Mehrabian: Language Within Language (N.Y.: Appleton
Century Crofts, 1968).

Po Ekman, W.V. Friesen & P. Ellssworth: Emotion in the Human Face
(N.Y.: Pergaman Press, 1972).

Peter Cliton: Body Language (London: Hamlyn, 2003).

Philip Salder: Strategic Management (London: Kogan Page, 2nd. ed.,
2003).

Po Marsh: Eye to Eye: How People Interact (M.A.: Salem House 1988).

R. Heslin & M.L. Patterson: Nonverbal Behavior and Social Psychology
(N.Y.: Pergman, 1982).

R. Hindel: Non-Verbal Communication (Cambridge: Cambrdige University
Press, 1972).

Rick Barrera: Overpromise and Over delivery (N.Y.: Penguin Group, 2000).

R.L. Birdwhistell: Introduction to Kinesics (Michigan: University Microfilms,
1952).

Robert Barker: The Social Work Dictionary (Washington, Dc: NASW
Press, 4th. ed., 1999).

284



WEVPe

44-

45-

46-

47-

48-

49-

50-

285

Robert Adnner & Moris Wolf: Effective Communication in Business
(Cincinati: South Western Publications, 1976).

Sou Night: NLP at Work (London: Nicholas Brealey Publishing. 2nd. ed.;
1995).

Waiter E. Oliu et. al.: Effective Communication in Business (N.Y.: St.
Martin's Press. 1992).

Waston: Media Communication (N. Y.: Mc Grew Hill Book Company, Inc,
2002).

Werner Severin & James Tankard: Communication Theories (N.Y..
Longman, 4th. ed., 2003).

Wings of Oman: Customer Relationship Management, Oman Airlines
(2008).

W.T. Siugleton. P. Spurgeou & R.B. Stammers (eds.): The Analysis of
Social Skill (N. Y.: Pergaman, 1980).




