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Chip R Bell, John R. Patterson : Wired and Dangerous: How Your Customers Have Changed and What to Do 
About It  before purchasing it in order to gage whether or not it would be worth my time, and all praised Wired and 
Dangerous: How Your Customers Have Changed and What to Do About It: 

0 of 0 people found the following review helpful. Four StarsBy RedWindDefinitly a good read0 of 0 people found the 
following review helpful. Great read, a must for people in the services industryBy Sandra SamudioThis book helps 

http://f3db.com/pub/links.php?id=B0051ANRDQ


you understand the mentality of today's customers and consumers. It is written in easily understandable language and 
gives great advice on how to treat customers and what to expect from them today. I enjoyed reading this book.0 of 0 
people found the following review helpful. Must Read For Anyone in the Customer Experience FieldBy Boiler98The 
authors do a fantastic job of elaborating on how customers have changed, and how important customer experience is 
today. Great book that will change your thinking.

In an era of economic stress, rapid change, and social networking, customers are distracted, disgruntled, and harder to 
please than ever. Picky, Fickle, Vocal, Wired, and Vain ndash; they have very little tolerance for error and are ready to 
spread the word quickly over the internet when things go wrong. If a companyAElig;s customer service doesnAElig;t 
adapt to these new conditions, they will get burned by bloggers and viral videos that can severely damage their 
reputation. This book describes exactly what todayAElig;s customers expect and how to give it to them. In Wired and 
Dangerous, Bell and Patterson provide a tested formula for restoring balance to the customer relationship by 
establishing what they call \u201cService Calm\u201d. The three steps to Service Calm sound simple, but they draw 
on sophisticated psychological principles and are profound in application: 1) Deal with Self, 2) Deal with Customer, 3) 
Deal with Context.


