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Preface

In the course of nearly thirty years in the commer-
cial air transport business, I have on too many occasions
been subjected to what was, at the time, the latest
thinking in regard to the subject of customer service. 1
have attended courses, lectures, seminars, and read
most of the literature touching on this subject. Unfortu-
nately, very little of this experience actually translated
itself into anything directly useful in my airline career,
either because of my inability to comprehend its deeper
meaning or because it was written by some isolated aca-
demic expounding what was thought to be the latest psy-
chological insights into the subject of human business
transaction.

My only regret after reading this book is that 1 had
to wait so long for what is so extremely useful. This
volume 1s an immensely practical, ready-to-use
blueprint for anyone interested in meeting the expecta-
tions of the global air traveller in the 1990’ and beyond.
Happily, it is not based on any arcane theory, but is the
product of immense effort and the many years of real-life
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experience embodied in Mr. Zhou.

Zhou Shitian, currently Deputy Director of Interna-
tional Affairs for China Eastern Airlines. has spent
twenty-five years in theairline '."indu:itry. For over ten
years he lived in the United States. representing CAAC
in various important capacities and. later. played a piv-
otal role in the preparations for the first China-U. S.
flights by China Eastern Airlines. His experience spans
all industry disciplines, including sales, reservations.
ticketing . and airport operations. The insights he brings
to this work encompass every aspect of the airline-cus-
tomer interface, and are presented in such a way as 10 be
easily understood and supremely useful. This work is
comprehensive — so much so that 1 would be hard
pressed to imagine any situation which is not addressed.
Readers will readily agree after simply scanning the
Table of Contents, and will easily recognize the valuc of
this book in the increasingly competitive international
airline arena.

' “Dialogues in Customer Service” ought to be re-
quired reading. for anyone whose success depends upon
meeting the demands of today’s airline customer. In sim-
ple language, it uses the technique of realistic dialogue
to demonstrate how to overcome language barriers and
improve customer service. Its value is so immediately
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apparent that 1 suspect that most readers will be puz-

zled. as 1 was, as to why a work of such obvious utility

did not appear many years ago.

SN

Robert W, Barrett
General Manager
Customer Service
UNITED AIRLINES
Shanghai
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