Northcentral

/ TECHNICAL COLLEGE

Library Hours Contact us
Monday — Friday 7:30 am —10:00 pm Website http://www.ntc.edu/library
Saturday —Sunday 9:00 am— 3:00 pm Email library@ntc.edu

Phone 715.803.1115

SUGGESTED SEARCH TERMS

Active listening skills Consumers Customer satisfaction Office practice

Business communication  Customer Customer service Organizational behavior
Business management Customer assistance Employee performance Positive language
Business marketing Customer communication Etiquette Product service

Call center Customer equity Frontline Service quality

Client service Customer loyalty Information service Serviceability
Communication skills Customer orientation Marketing Telephone etiquette
Consumer behavior Customer relation Office management Time management skills
CALL NUMBERS

025.5 Service for users 658.812 Customer relations

651.73 Oral communication 658.834 Consumer research

658.314 Motivation, morale, discipline 658.8343 Consumer attitudes, preferences, reactions
658.4063 Innovation by management 658.84 Export marketing

658.8 Management of marketing 658.871 Department stores

658.81 Sales management

DATABASES

EBSCO Ebrary

e Academic Search Premier Films on Demand

e Business Source Premier Gale Reference

e MasterFILE Premier INTELECOM

ONLINE PERIODICALS

EBSCO — Academic Search Premier
e CRM Magazine (2004 to current)
e Journal of Relationship Marketing (2006 to current)

Opposing Viewpoints in Context
EBSCO — Business Source Premier
e Teller Sense (2001 to 2003)

CUSTOMER
SERVICE
e Rural Telecommunications (1992 to current) ’

EBSCO — MasterFILE Premier

e |s Your Customer Base at Risk? Protecting Your Existing Business in
Tough Times (2014)
e Services Marketing Quarterly (2001 to current)

November 2014 1


http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=mth
http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=aph
http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=buh
http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=f5h
http://site.ebrary.com/lib/ntcwisconsin/home.action
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlaylists.aspx?cid=1639&aid=2055
http://www.ntc.edu:2048/login?url=http://find.galegroup.com/gvrl/start.do?prodId=GVRL&userGroupName=waus54258
http://www.ntc.edu:2048/login?url=http://searchcenter.intelecomonline.net/SearchCenter.aspx
http://www.ntc.edu:2048/login?url=http://find.galegroup.com/ovrc/start.do?prodId=OVRC&userGroupName=waus54258
http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=aph
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=aph&bquery=(JN+%26quot%3bCRM+Magazine%26quot%3b)+AND+FT+Y&type=1&site=ehost-live&scope=site
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=aph&bquery=journal+%26quot%3bof%26quot%3b+relationship+marketing&type=1&site=ehost-live&scope=site
http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=buh
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=f5h&db=buh&bquery=%26quot%3bTeller+Sense%26quot%3b&type=1&site=ehost-live&scope=site
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=f5h&db=buh&bquery=%26quot%3brural+telecommunications%26quot%3b&type=1&site=ehost-live&scope=site
http://www.ntc.edu:2048/login?url=http://search.ebscohost.com/login.aspx?authtype=ip,uid&profile=ehost&defaultdb=f5h
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=f5h&AN=99009656&site=ehost-live&scope=site
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=f5h&AN=99009656&site=ehost-live&scope=site
http://search.ebscohost.com/login.aspx?direct=true&AuthType=cookie,ip,cpid&custid=s6249661&db=f5h&bquery=%26quot%3bServices+marketing+quarterly%26quot%3b&type=1&site=ehost-live&scope=site
http://www.ntc.edu/library

ELECTRONIC BOOKS AND SPECIALIZED REFERENCE SOURCES

Ebrary e (lients First: The two Word Miracle (2012)

e People Love You: The Real Secret to Delivering Gale Virtual Reference Library
Legendary Customer Experiences (2013) e Encyclopedia of Management (2009)

e Managing the New Customer Relationship: e Career Opportunities in the Retail and Wholesale
Strategies to Engage the Social Customer and Build Industry (2009)
Lasting Value (2013) Credo Reference

e Powerful Phrases for Effective Customer Service: e BUSINESS: The Ultimate Resource (2009)
Over 700 Ready-To-Use Phrases and Scripts that e QFinance: The Ultimate Resource (2009)
Really Get Results (2012)

EBRARY BOOKS
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STREAMING VIDEOS
Films on Demand INTELECOM
e Customer Service Essentials Series (2012) e Customer Service Basics (2009)

e Greatest Customer Service Story Ever Told (2011) e Email Essentials (2009)
e Passion for Service Excellence: Workplace

Excellence Series (2009)
e Handling the Difficult Customer (2009)

FILMS ON DEMAND: FILMS ON DEMAND:
CUSTOMER SERVICE ESSENTIALS SERIES (2012) PASSION FOR SERVICE EXCELLENCE: WORKPLACE
Person-to-Person Customer Service Telephone Customer Service EXCELLENCE SERIES (2009)

A

Passion for Service Excellence: Workpl Seriet 1. e About Your Work (01:23)
An employer states that people love coming to
work when they

Infroduction to
customer service

e
clean n.
PASS IO N FOR 3. Build Friendly Relationships (02:16)
jent's ch

Comp oice. Show your interest
m. C

SERVICE EXCELLENCE

5. Understand Needs and Deliver Solutions
(00:53)
Having a flexible approach helps you deiver good

customer service.

6. Turn Complaints into Commendations
(01:59)

ccccc

e Excellence (00:16)
ummary ists the points

8. Credits: Passion for Service Excellence:
Workplace Excellence Series (00:09)
Credts: Passion for Service Excelence: Workplace
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http://site.ebrary.com/lib/ntcwisconsin/home.action
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10650022&p00=people+love+real+secret+delivering+legendary+customer+experiences
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10650022&p00=people+love+real+secret+delivering+legendary+customer+experiences
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10677847&p00=managing+customer+relationship+strategies+engage+social+customer+build+lasting+value
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10677847&p00=managing+customer+relationship+strategies+engage+social+customer+build+lasting+value
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10677847&p00=managing+customer+relationship+strategies+engage+social+customer+build+lasting+value
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10599085&p00=powerful+phrases+effective+customer+service+700+ready+phrases+scripts+really+results
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10599085&p00=powerful+phrases+effective+customer+service+700+ready+phrases+scripts+really+results
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10599085&p00=powerful+phrases+effective+customer+service+700+ready+phrases+scripts+really+results
http://site.ebrary.com/lib/ntcwisconsin/detail.action?docID=10605301&p00=clients+first+word+miracle
http://www.ntc.edu:2048/login?url=http://find.galegroup.com/gvrl/start.do?prodId=GVRL&userGroupName=waus54258
http://go.galegroup.com/ps/i.do?ty=as&v=2.1&lm=SH~%22Business%22~~PU~%22Encyclopedia+of+Management%22&u=waus54258&it=search&s=RELEVANCE&p=GVRL&st=T003&dblist=GVRL&qt=OQE~encyclopedia&sw=w&asid=93ef409a1d5a29f72fd87a8623664299
http://go.galegroup.com/ps/i.do?id=GALE|9781438125688&v=2.1&u=waus54258&it=etoc&p=GVRL&sw=w
http://go.galegroup.com/ps/i.do?id=GALE|9781438125688&v=2.1&u=waus54258&it=etoc&p=GVRL&sw=w
http://www.ntc.edu:2048/login?url=http://www.credoreference.com/
http://www.ntc.edu:2048/login?url=http://search.credoreference.com/content/entry/ultimatebusiness/business_the_ultimate_resource/0
http://www.ntc.edu:2048/login?url=http://search.credoreference.com/content/entry/qfinance/qfinance_the_ultimate_resource/0
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlaylists.aspx?cid=1639&aid=2055
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlayLists.aspx?pstid=24992&aid=2055
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlaylists.aspx?aid=2055&xtid=54343
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlaylists.aspx?aid=2055&xtid=53643
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlaylists.aspx?aid=2055&xtid=53643
http://www.ntc.edu:2048/login?url=http://digital.films.com/PortalPlaylists.aspx?aid=2055&xtid=49939
http://www.ntc.edu:2048/login?url=http://searchcenter.intelecomonline.net/SearchCenter.aspx
http://searchcenter.intelecomonline.net/playClipDirect.aspx?id=800767DB965900757F789105F238B7680181B7D67EE83A780ABC60CCFA0D1EA89BA5C45F849180A4
http://searchcenter.intelecomonline.net/playClipDirect.aspx?id=800767DB96590075824EB08B00FDD9E6F76325DF5AE1E595E2E48E6F45F12A4EE430397308C2677E

