
18 
Maranatha Christian University 

BIBLIOGRAPHY 

Printed Sources 

Evenson, Renee. Customer Service Training 101. New York: Broadway, 

    2011. 

Better Practice Guide to Complaint Handling. Ombudsman, Commonwealth. 

     Canberra, 2009. 

Electronic Sources 

Bacal, Robert. “Anger, Anger Management and Customer Service”. 2014. 

     Customerservicezone.com. 20 November 2014 

     <http://customerservicezone.com/db/Anger_Management/>. 

Business Case Studies. 2014. businesscasestudies.co.uk. 25 October 2014 

     < http://businesscasestudies.co.uk/first-direct/using-customer-service-to- 

     position-a-business/what-is-customer-service.html#axzz3IG6oGMs3>. 

“Chapter 4- Employee Orientation & Training.” Aggie- 

horticulture.tamu.edu.Texas A&M University System. 7 November 2014 

      <http://aggie-horticulture.tamu.edu/ornamental/safety-publications/safety- 

     first-training-program/chapter-4-employee-orientation-training/>. 



19 
Maranatha Christian University 

 “Dealing With Criticism”. 2014. Skillsyouneed.com. 20 November 2014 

     <http;//www.skillsyouneed.com/ips/dealing-with-criticism.html>. 

Grace, Natalie. “The Effects of Lack of Employee Training”. 2014. 

     <http://smallbusiness.chron.com/effects-lack-employee-training- 

     42687.html>. 

 “How to Handle Customer Complaints.” Xero.com. 2014. Xero Limited. 19 

     November 2014 <https://www.xero.com/small-business-guides/business- 

     Management/handle-customer-complaints/>. 

Moore, Krista. “The Importance, Benefits and Fundamentals of Providing  

    Feedback in Sales”. 2009. 22 October 2014 

     <http://www.eyesonsales.com/content/article/the_importance_benefits_ 

     And_fundamentals_of_providing_feedback_in_sales/>. 

Marwood, Tim. “Train and Develop Staff”. 2014. 10 November 2014 

     <http://www.business.vic.gov.au/hiring-and-managing-staff/staff- 

     management/staff-training-needs-analysis>. 

Reh, F.John. “New Employee Training – Is It Worth The Investment” 

     Management.about.com. 2014. 27 October 2014 

     http://management.about.com/cs/people/a/NEO0112597.htm>. 

Scnotz, Wilhelm. “The Average Cost to Train a New Employee” 

     Smallbusiness.chron.com. 2014. 17 November 2014 

     <http://smallbusiness.chron.com/average-cost-train-new-employee- 

     44072.html>. 

Salus, Marsha K. “Supervising Child Protective Services Caseworkers”. 2004. 



20 
Maranatha Christian University 

     20 Oktober 2014 

     https://www.childwelfare.gov/pubs/usermanuals/supercps/supercpsf.cfm>. 
 
Writing, Alexis. “Customer Relation Officer”. 2014. 14 November 2014 

     http://ng.3wjobs.com/votbcfAb.html>. 

      

 

 

 


