—Business —

b il
RINAH

— Innovation—

e B =f

BmERRIFRIEEZ T

I BiR/R - Bi&(Janelle Barlow)
S RHT - B8 ( Claus Moller )
o m E

WK 3

UNIVERSITY PRESS




MRS

A Complaint Is a Gift
— B &R IREEL R ALY

IR/R - B& (Janelle Barlow)
588 - %) (Claus Moller)
&\ OF

[] &

@J%Mak%mm

IIIIIIIIIIIIIIIIIIIIIIIIIIII




EHERSE (CIP) #iR

o HRRSE/ () B, (X) BEE, BEF.
—IbA: JERUBRERS: R, 2007.7
ISBN 978~7-303-08666-5

L 1. OR-@-Of- I oLEE, #it
LIRS V.F274

A B A54R CIP $iilEt%y (2007) %5 087475 &

A Complaint Is a Gift

Copyright © 1996 by Janelle Barlow and Claus Moller

All rights reserved.

Simplified Chinese Translation Copyright © 2007 by Beijing Normal University Press
This edition licensed by Berrett-Koehler Publishers arranged with Andrew Nurnberg Associ-
ates International Limited.

e fs o0 SCR Hi Berrett-Koehler 22 B EAUAL ML IS M AL H AR &4 T

HARZ 1. dbmTER%E M www.bnup.com.cn

b s RAT 19 2
MR ZwhG: 100875
BN R AbSREERENRIT
2 . SEFHERE
7 Z: 170 mm X% 240 mm
8k 12.5
¥ . 160FE
KR ¥k: 200748 A% 1 RREE 1 RENKI
E  fr: 28.00¢
FERE: = W I M BT JEREE
TR 2O EALER . EAR

RRAZER T 2424438
REEIR 2R HLIE :010 - 58800697
AE AP ERENM, 5 HRFBEA AL,
h B2 35 %, 3% ;010 — 58800825



Bl 5

Foreword

SHRE A BT R, AR R, R RRS 2RI
R, AR IE R H P AT A R B R, FE— 2R (LB AY4T
Ak, R A TR IR RS, AR5 IRBLRT 4 T2 7 K iy S 18
R RINBEEETH - HEE, -

RBLIR 555 4 FE Sk AR b, B Z B EEE RS,
kT M APER . RS, FP R 7" ARM—E5. DR
ESAIBCRB, A A B E N TFR BN ARS , B AE 3
b Ay — 5 VBB PR ) P e — A RO AR 55

BiE, R IRA R EN . EMEEE. FReR
RRZ TR — RS T A R RRNER, — ARG TR,
BT R A TR, KSR HREATAFEY, M
E B WARIE BRI, XA S 24T, RATEME, UL
RPARIRATH 5 TR A & P 3R HLL B IR S5, SRht ] A O R BR
55 R —RENBL A PE I XA R WRE R, AR P EESE
RIOTTEEAEBEEEWEE,

BJEHA RN E , B R IRS I X EH A UTET B — L0
AT, THRETABHAN NG, RASEM 0T FRIRS L2 —
PRSI TAE", REBS (URESY (A Complaint Is a Gift) —



I YR © ST Iuanpduao)y 7 asmmBZ Sk /i i i i

002

FBHEELE, SEMNNTMIRISZORGE , HPERR AT
SR HFBES Y, BdXETE, RIEEMELE (British
Airways) B TAEAN BALSE], FAFEL T NI RESE, B
B T BATFE 97 R o o BUIRS5 BY 7 07 i U B0 55 4 S A AR
S5 NAEERE P EF , R AAEE R E T RN WA B AE T 1 A1
FE, FHEHXFEBAR S RS KX —ZIF IR & 2 R EMGGE

—# & - BB R (Colin Marshall )
3 E ft = F (British Airlways) #FE ¥




B =
=

Introduction

ERWMZER

#if (Complaining) MFRFEIZH FARAY & Lo XAFREFEFHLT
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