
No sleight of hand is needed to turn a dissatisfied customer into one that
is happy and loyal. Provided that the person complaining isn’t a professional com-
plainer  and the party at fault is not an ignoramus when it comes to quality and
deadlines. Even unpleasant situations have the potential to create a bond, as long
as both parties deal with each other in a cooperative way. Thus, in such cases, the
grounds for complaint are not only addressed but can be prevented in future in-
stances. This can also lead to improvement  in relations by mutual agreement and
thanks to the joint efforts of the customer and the contractor or service provider. 
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�Far from being a disaster, customer complaints
offer new perspectives for future interaction, provided
that the new discussion basis is  put to positive use.

Christian Obermüller, born in 1968, has worked in sales and marketing for 23
years and has been a successful coach for many years. 

USPs:�How to make sure that complaints are always handled to 
ensure a positive outcome. 
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ISBN 978-3-85436-389-7

Those who work in the the sales department are there to help people 
and organisations make the right decisions when it comes to selecting the right
product or service to meet their particular needs and desires. To be able to accom-
plish this challenging task most effectively, three particular sets of skills are requi-
red: interpersonal skills (intuition), professional competence (product and perfor-
mance know-how) and sales competence (conducting closure-oriented negotiati-
ons). This book offers a tried and tested, highly successful eight-step structure
which will prove invaluable in achieving sustained sales success in today’s world. 

�Everything you need to know about what custo-
mers really want and what motivates them to make 
a purchase.  

Heinz Feldmann, a sales coach and one of the founders of VBC, has dedicated
his life and career to sales, thereby becoming a true professional. In 1976 he
founded the Institute for Training Sales Consultants, VBC. Today VBC is the mar-
ket leader in German-speaking parts of Europe. Heinz Feldman lives and works in
Vienna. 
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Family-run companies rarely survive down to the third generation. In the
exceptional cases that buck the trend, you will probably find there is a corporate
culture based on a sustained nurturing of values, standards and policies.  In times
of rapid change and increasing complexity which make flexibility essential, a series
of constants are required to ensure efficacy and efficiency, as well as core strate-
gies designed to achieve successful interaction, and guiding principles to create a
working environment that is healthy, life-enhancing and conducive to efficient pro-
duction. This will provide a contented workforce and a healthy climate for interacti-
on, with the end result: a healthy company. 

�Ideally, a company should increase its employees’
energies, rather than depleting them.
Peter Gruber is an adviser on corporate culture, a business coach and writer. He 
lives in Vienna and Venice. He gives seminars on corporate communication and 
business ethics as a visiting lecturer at Swiss and Austrian universities.   

USPs: �personal success as a source of strength and health
�self-respect as a product of corporate success customer of a bank
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