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Hardcover. Book Condition: New. Ships From Canada. Sewn binding. Cloth over boards. 160 p. Audience:
General/trade. From the Publisher: As all travelers know, flying is no simple matter what irks you the most. Is it
the horror of checking in? The struggle to jam your luggage into the overhead compartment? What about the
constant fight with your neighbor over ownership of the armrest? Or the never-ending wait for your luggage to
appear? And let's not even discuss the food. It's clear something isn't quite right up there in the clouds and
down among the ground staff. So when one of the worlds's leading management gurus as of the airlines and
airports from his personal experience, it is worth taking notice. And this is what he has uncovered. Change
management turning passengers into sardines; customer service amounting to constant interruptions as you
try to sleep; customer loyalty offering you air miles you can use on other airlines. These are just some of the
many management """techniques"' practiced in the skies wh.
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