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Customer :

Client:
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Customer   focused

Customer   centerd

Customer   oriented





a

b

c d



a b c d

























































BFF



EQ



Emotional  intelligence

intelligence  Quotient





Stereotyping



Halo Effect



Selective Perception



Projection



Projection



First Impression



Recency Error



Calm Customer

Difficult Customer
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015/01/how-to-deal-with-
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(Positive self & other Concept)
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Expectation :
Performance :
Quality :

Q = E-P
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Maslow , 1908 1970










