customer service and management

customer service and management are critical components for any successful business
aiming to build strong relationships with its customers and maintain a competitive edge.
Effective customer service ensures satisfaction, loyalty, and positive word-of-mouth, while
strategic management of customer service teams optimizes performance and operational
efficiency. This article explores the essential aspects of customer service and
management, including the role of technology, best practices for team leadership, and
strategies to enhance customer experience. Understanding these elements helps
businesses implement systems and processes that deliver consistent, high-quality service.
The discussion will also cover common challenges and solutions in managing customer
service operations. Following this introduction, a detailed table of contents outlines the
key topics addressed in the article.

Importance of Customer Service and Management

Key Components of Effective Customer Service

Strategies for Successful Customer Service Management

Role of Technology in Customer Service and Management

Challenges in Customer Service and How to Overcome Them

Importance of Customer Service and Management

Customer service and management play a pivotal role in shaping a company’s reputation
and overall customer satisfaction. Exceptional customer service not only resolves issues
promptly but also creates a positive emotional connection between the brand and its
customers. Management of customer service involves coordinating resources, training
staff, and implementing policies that align with business goals.

Strong customer service management leads to increased customer retention, reduced
churn rates, and higher profitability. It is essential because it bridges the gap between
customer expectations and the company’s ability to meet those expectations consistently.
Moreover, effective management ensures that service teams are motivated, well-equipped,
and aligned with organizational objectives.

Business Impact of Customer Service

High-quality customer service directly influences customer loyalty and lifetime value.
Satisfied customers are more likely to become repeat buyers and recommend the brand to
others. Conversely, poor service can damage a brand’s image and lead to lost sales and
negative reviews.



Relationship Between Service and Brand Perception

The way a company manages its customer service affects how customers perceive the
brand. Management practices that emphasize responsiveness, empathy, and
professionalism contribute to a trustworthy and customer-centric brand image.

Key Components of Effective Customer Service

Delivering excellent customer service requires several fundamental components that work
together to create a seamless experience. These include communication skills,
responsiveness, product knowledge, and empathy. Each element contributes to resolving
customer inquiries efficiently and building meaningful interactions.

Communication Skills

Clear and effective communication is essential in customer service. Staff must be able to
listen actively, convey information accurately, and respond appropriately to customer
concerns. Good communication fosters understanding and helps prevent
misunderstandings.

Responsiveness and Timeliness

Customers expect quick responses to their questions and issues. Timely service
management ensures that inquiries are addressed within an acceptable timeframe,
reducing frustration and enhancing satisfaction.

Product and Service Knowledge

Customer service representatives must have thorough knowledge of the company’s
products and services. This expertise enables them to provide accurate information and
resolve problems efficiently, which reflects positively on the business.

Empathy and Emotional Intelligence

Showing empathy helps build rapport and trust. Service agents who understand and relate
to customer feelings can de-escalate tense situations and create a positive experience
even in challenging circumstances.

Customer Feedback Integration

Incorporating customer feedback into service improvement efforts is a key component of
management. It helps identify areas for enhancement and demonstrates to customers that
their opinions are valued.



Strategies for Successful Customer Service
Management

Managing customer service effectively requires strategic planning and continuous
improvement. Leadership must focus on training, motivation, performance measurement,
and alignment with overall business goals to ensure success.

Training and Development Programs

Regular training ensures that customer service teams stay updated on best practices,
product changes, and communication techniques. Development programs help build skills
and increase job satisfaction.

Performance Metrics and KPIs

Tracking key performance indicators (KPIs) such as response time, resolution rate, and
customer satisfaction scores provides insight into team effectiveness. Management can
use this data to identify strengths and address weaknesses.

Motivating and Engaging Staff

Motivated employees deliver better service. Strategies to boost engagement include
recognition programs, career advancement opportunities, and fostering a positive work
environment.

Establishing Clear Policies and Procedures

Consistent service delivery requires well-defined policies and procedures. These
guidelines help standardize responses and ensure that all customers receive the same
level of care.

Cross-Department Collaboration

Effective customer service management often involves collaboration with other
departments such as sales, marketing, and product development to address customer
needs comprehensively.

Role of Technology in Customer Service and
Management

Technological advancements have transformed customer service and management by



enabling more efficient processes and better customer interactions. The integration of
digital tools supports scalability and improves overall service quality.

Customer Relationship Management (CRM) Systems

CRM software centralizes customer data, tracks interactions, and facilitates personalized
service. It helps managers monitor team performance and customer satisfaction.

Automation and Al

Automation tools, including chatbots and automated ticketing systems, handle routine
inquiries and free up human agents to focus on complex issues. Artificial intelligence
enhances personalization and predictive analytics.

Multi-Channel Support Platforms

Customers expect to reach support through various channels such as phone, email, live
chat, and social media. Integrated platforms allow seamless management of these
channels, improving responsiveness.

Data Analytics for Continuous Improvement

Analyzing customer service data helps identify trends, pain points, and opportunities for
enhancement, guiding strategic decisions in management.

Challenges in Customer Service and How to
Overcome Them

Despite best efforts, customer service and management face several challenges that can
impact performance. Recognizing and addressing these obstacles is vital for maintaining
high service standards.

Handling Difficult Customers

Dealing with frustrated or irate customers requires patience, empathy, and conflict
resolution skills. Training and support for staff can improve their ability to manage such
interactions effectively.

Maintaining Consistency Across Channels

Ensuring a uniform customer experience across different communication channels can be



difficult. Utilizing integrated technology and standardized procedures helps maintain
consistency.

Managing High Volume and Peak Demand

During peak times, service teams may become overwhelmed, leading to delays. Workforce
planning and leveraging automation can mitigate this issue.

Adapting to Changing Customer Expectations

Customer preferences evolve rapidly, influenced by technological advances and market
trends. Continuous monitoring and flexibility in service management are necessary to
meet these changing demands.

Balancing Cost and Quality

Organizations must find the right balance between controlling costs and providing high-
quality service. Strategic investment in training and technology can optimize both aspects.

Implement comprehensive employee training programs focused on communication,
empathy, and product knowledge.

Leverage CRM and automation tools to enhance efficiency and consistency.

Establish clear service policies and measure performance with relevant KPIs.

Encourage cross-department collaboration to address customer needs holistically.

Continuously gather and act upon customer feedback to improve processes.

Frequently Asked Questions

What are the key skills required for effective customer
service management?

Effective customer service management requires strong communication skills, empathy,
problem-solving abilities, leadership, and the capacity to manage and motivate a team
while ensuring customer satisfaction.



How can technology improve customer service
management?

Technology can improve customer service management by automating routine tasks,
providing data analytics for better decision-making, enabling multi-channel
communication, and facilitating faster response times through tools like chatbots and
CRM systems.

What are the best practices for handling difficult
customers?

Best practices include staying calm and patient, listening actively, empathizing with the
customer's concerns, offering clear solutions, and following up to ensure the issue is
resolved satisfactorily.

How does customer feedback influence customer service
management?

Customer feedback provides valuable insights into service strengths and weaknesses,
helping managers to make informed improvements, tailor training programs, and enhance
overall customer experience.

Why is employee training important in customer service
management?

Employee training is crucial because it equips staff with the necessary knowledge, skills,
and attitudes to effectively interact with customers, handle complaints, and deliver
consistent and high-quality service, which ultimately drives customer loyalty.

Additional Resources

1. Delivering Happiness: A Path to Profits, Passion, and Purpose

This book by Tony Hsieh, the CEO of Zappos, explores how focusing on company culture
and customer happiness can lead to business success. It combines personal anecdotes
with practical advice on building a customer-centric organization. Readers gain insights
into creating a service environment that fosters loyalty and enthusiasm.

2. The Nordstrom Way to Customer Experience Excellence

Robert Spector and BreAnne O. Reeves delve into the legendary customer service
principles of Nordstrom. The book provides actionable strategies for creating exceptional
customer experiences through employee empowerment and attention to detail. It's a
valuable resource for managers aiming to enhance service quality and customer
satisfaction.

3. Raving Fans: A Revolutionary Approach to Customer Service
Ken Blanchard and Sheldon Bowles offer a straightforward approach to transforming
customers into passionate advocates. The authors emphasize understanding and



exceeding customer expectations through consistent service delivery. This book is ideal
for managers seeking to build long-term customer loyalty.

4. Customer Service Management Training 101

By Renee Evenson, this book serves as a practical guide for training staff in customer
service excellence. It covers essential skills such as communication, problem-solving, and
handling difficult customers. Managers will find useful tips for developing and maintaining
a motivated customer service team.

5. Managing Customer Experience and Relationships

Don Peppers and Martha Rogers provide a comprehensive framework for understanding
customer relationship management (CRM). The book highlights techniques for
personalizing service and leveraging data to improve customer interactions. It is suitable
for leaders looking to integrate technology with service strategies.

6. The Service Culture Handbook

Jeff Toister focuses on building a sustainable service culture within organizations. The
book includes methods for aligning employees with customer-focused values and
measuring service performance. Managers will benefit from its practical tools to foster
engagement and continuous improvement.

7. Be Our Guest: Perfecting the Art of Customer Service

Written by the Disney Institute, this book reveals how Disney creates magical customer
experiences. It outlines principles such as attention to detail, employee training, and
storytelling. This resource is great for those who want to learn from one of the world's
most admired service brands.

8. First, Break All the Rules: What the World's Greatest Managers Do Differently
Marcus Buckingham and Curt Coffman examine management practices that drive
employee and customer satisfaction. The book challenges conventional wisdom and
highlights the importance of focusing on individual strengths. Managers seeking
innovative leadership techniques will find this book insightful.

9. Exceptional Service, Exceptional Profit

Leonard L. Berry emphasizes the link between outstanding customer service and business
profitability. The book offers strategies for designing service systems and motivating
employees to deliver excellence. It is a valuable guide for managers aiming to achieve
competitive advantage through superior service.
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Evenson, 2011-09-14 Becoming a great customer service manager requires an intentional focus on
skills beyond those required for exemplary customer service. Building off the success of her book
Customer Service Management Training 101, author Renée Evenson shows readers what it takes to
advance to the next stage in their careers--focusing on their development as managers. Filled with
the same accessible, step-by-step guidance as its predecessor, this book teaches readers how to
identify their personal management style and develop the core leadership qualities needed to
communicate with, lead, train, motivate, and manage those employees responsible for customer
satisfaction. Designed for new managers and veterans alike, Customer Service Management
Training 101 covers essential topics, including: planning and goal setting, time management, team
development, conflict resolution, providing feedback, listening to your employees, monitoring
performance, conducting meetings, and managing challenges.Packed with checklists, practice
lessons inspired by real-world scenarios, and detailed examples and explanations of the right and
wrong ways to do things, this handy resource is the start and finish of everything customer service
managers need to know to thrive.

customer service and management: Customer Service Management , 1975

customer service and management: Supply Chain Management Douglas M. Lambert, 2008

customer service and management: Customer Service Management in Africa Robert Hinson,
Ogechi Adeola, Terri Lituchy, Abednego Amartey, 2020-05-07 Customer Service Management in
Africa: A Strategic and Operational Perspective (978-0-367-14337-4, K410515) Customer Service is
Changing! The message of 34 authors featured in Customer Service Management in Africa: A
Strategic and Operational Perspective is clear: Today’s consumers are no longer ‘passive audiences’
but ‘active players’ that engage with businesses at each stage of product or service design and
delivery systems. Consumer demands and expectations are also increasingly being dictated by
changing personal preferences, enhanced access to information and expanding digital reality. The
customer service principles - strategic and operational - advocated by these authors are universal,
but particularly compelling as they apply to Africa’s unique and dynamic operating environment. In
recognition of the importance of excellent customer service, this comprehensive and well-timed book
provides an essential guide on the increasing role of the customer to business success. This book
discusses the management and delivery of customer service under seven broad themes: Customer
Service as Shared Value, Customer Service Strategy, Customer Service Systems, Customer Service
Style, Customer Service Culture, Customer Service Skills and Customer Experience - Advancing
Customer Service in Africa. Central questions posed and addressed include: What is the new
definition of customer service management? How should organisations position themselves to create
value for customers and stakeholders? How should employees project themselves to align with
customer service promises made by their organisations? Overall, this book provides strategic and
operational insights into effective customer service management in Africa. The customer service
management concepts, roles and practices outlined, particularly as they apply to the African context,
make it an important addition to scholars’ or practitioners’ reference works.

customer service and management: ServiceNow CIS-CSM: The ServiceNow Certified
Implementation Specialist - Customer Service Management Exam Prep Georgio Daccache,
Achieve Success in Your ServiceNow CIS-CSM Exam on the First Try! Are you preparing for the
ServiceNow Certified Implementation Specialist - Customer Service Management (CIS-CSM) exam?
This exclusive preparation book is designed to give you everything you need to pass on your very
first attempt. Inside, you'll find: Top New & Recurrent Exam Practice Questions carefully designed
to reflect the real exam. Full alignment with the ServiceNow CIS-CSM Exam Review Manual.
Coverage of all exam topics, ensuring you're well-prepared for every domain. Exclusive, up-to-date
practice tests that match the format and style of the actual exam. This book is more than just
practice questions—it’s a complete exam preparation guide created to help you study smarter, feel
more confident, and succeed. Take the next step in your ServiceNow career with confidence. Start
your preparation today and pass the CIS-CSM exam on your first try! Welcome!

customer service and management: Customer Relationship Management Francis Buttle,



Stan Maklan, 2019-04-24 Customer Relationship Management, Fourth Edition continues to be the
go-to CRM guide explaining with unrivalled clarity what CRM is, its uses, benefits and
implementation. Buttle and Maklan take a managerial perspective to track the role of CRM
throughout the customer journey stages of acquisition, retention and development. Theoretically
sound and managerially relevant, the book is liberally illustrated with examples of technology
applications that support marketing, sales and service teams as they interact with customers, but
assumes no deep technical knowledge on the reader’s part. The book is structured around three core
types of CRM - strategic, operational and analytical - and throughout each chapter, case
illustrations of CRM in practice and images of CRM software demystify the technicalities. Ideal as a
core textbook for advanced undergraduate and postgraduate students on CRM or related courses
such as relationship marketing, digital marketing, customer experience management or key account
management, the book is equally valuable to industry professionals, managers involved in CRM
programs and those pursuing professional qualifications or accreditation in marketing, sales or
service management. NEW TO THIS EDITION: New and updated international case illustrations
throughout New and updated screenshots from CRM applications Fully updated to reflect the
evolving CRM landscape, including extended coverage of: Big data and its influence on CRM
Artificial intelligence (AI) Advances in CRM analytics The relationships between CRM and customer
experience management The role of social media in customer management strategy Real-time
marketing Chatbots and innovative customer self-service Privacy and data security Updated lecturer
support materials online

customer service and management: Creating and Sustaining a Superior Customer
Service Organization James Poisant, 2001-10-30 Poisant reveals the secrets of superior customer
service organizations. He redefines the role of management and organizations, taking the reader on
a journey and discovering the true nature of superior managers and organizations. Those in
management positions who seek to understand how to better motivate their employees and better
serve their customers will find the answers they are searching for in these pages. Managers will
relearn nearly everything they have been taught about the profession of management. Redefining
the criteria of power and success, Poisant supplies a blueprint for survival in a competitive
environment. Anyone charged with the management of others will find the approach valuable, as will
students and scholars of management.

customer service and management: Setting Customer Service Standards Carol A. Singer,
1994

customer service and management: Customer Service for Hospitality and Tourism Simon
Hudson, Louise Hudson, 2012-11-02 Customer service is of critical importance for the tourism and
hospitality sector now more than ever before as customers are looking to increase value for money
and are less forgiving of mediocre service. However, despite its importance, quality customer
service is the exception rather than the norm in many parts of the world. Customer Service for
Hospitality and Tourism is a unique text and vital to both students and practitioners as it explains
not only the theory behind the importance of customer service but also acts as a guidebook for those
wishing to put this theory into practice. In essence it is the ‘whys’ and ‘hows’of customer service. It
is easy to read, very current, and full of references to all the latest research from both academic and
practitioner literature. Chapters cover important topics such as the financial and behavioural
consequences of customer service, consumer trends influencing service, developing and maintaining
a service culture, managing service encounters, the importance of market research, building and
maintaining customer relationships, providing customer service through the servicescape, the
impact of technology on customer service, the importance of service recovery, and promoting
customer service internally and externally. Key features include: An ‘At Your Service’ Spotlight at
the beginning of each chapter focuses on the achievements of successful individuals related to the
art of customer service. Each chapter contains a ‘Service Snapshot’ - short, real-life cases to
illustrate a particular concept or theoretical principle presented in the chapter. Detailed
international ‘Case Studies’, which cover a variety of sectors, organizations and regions designed to



foster critical thinking, the cases illustrate actual business scenarios that stress several concepts
found in the chapter. They analyze customer service in the U.S., South America, South Africa,
Europe, Russia, Australia, China, Canada, Korea and Dubai.

customer service and management: Gower Handbook of Customer Service Peter Murley,
1997 This new Gower Handbook covers an area of management that is now regarded as
fundamental to the success of any organization, whether it is in the private or the public sector. A
team of experienced professionals and practising managers have pooled their expertise to provide
nearly 50 chapters of current best practice in all aspects of customer service management, making
this a valuable addition to the renowned Gower Handbook series.

customer service and management: Customer Service in the Information Environment Guy
St. Clair, 1993 No detailed description available for Customer Service in the Information
Environment.

customer service and management: Customer Service For Dummies Karen Leland, Keith
Bailey, 2011-03-03 Customer Service For Dummies, Third Edition integrates the unbeatable
information from Customer Service For Dummies and Online Customer Service For Dummies to
form an all-in-one guide to customer loyalty for large and small businesses alike. The book covers
the fundamentals of service selling and presents up-to-date advice on such fundamentals as help
desks, call centers, and IT departments. Plus, it shows readers how to take stock of their customer
service strengths and weaknesses, create useful customer surveys, and learn from the successes and
failures of businesses just like theirs. Karen Leland and Keith Bailey (Sausalito, CA) are cofounders
of Sterling Consulting Group, an international consulting firm specializing in quality service
consulting and training for such clients as Oracle, IBM, Avis, and Lucent.

customer service and management: EBK: Services Marketing: Integrating Customer
Service Across the Firm 4e Alan Wilson, Valarie Zeithaml, Mary Jo Bitner, Dwayne Gremler,
2020-10-07 Successful businesses recognize that the development of strong customer relationships
through quality service (and services) as well as implementing service strategies for competitive
advantage are key to their success. In its fourth European edition, Services Marketing: Integrating
Customer Focus across the Firm provides full coverage of the foundations of services marketing,
placing the distinctive Gaps model at the center of this approach. The new edition draws on the most
recent research, and using up-todate and topical examples, the book focuses on the development of
customer relationships through service, outlining the core concepts and theories in services
marketing today. New and updated material in this new edition includes: * New content related to
human resource strategies, including coverage of the role of robots and chatbots for delivering
customer-focused services. * New coverage on listening to customers through research, big data,
netnography and monitoring user-generated content. ¢ Increased technology, social media and
digital coverage throughout the text, including the delivery of services using mobile and digital
platforms, as well as through the Internet of Things. *« Brand new examples and case studies added
from global and innovative companies including Turkish Airlines, Volvo, EasyJet and McDonalds.
Available with McGraw-Hill’s Connect®, the well-established online learning platform, which
features our award-winning adaptive reading experience as well as resources to help faculty and
institutions improve student outcomes and course delivery efficiency.

customer service and management: Real-Resumes for Customer Service Jobs Anne
McKinney, 2005 Getting jobs in the customer service field will be easier with this book which gives
nearly a hundred sample resumes along with the cover letters that introduced the resumes to
potential employers. Those who seek employment in any industry will find valuable advice in this
book. If you are restructuring or revising your resume, you will find the help you need when you
discover this book which focuses on the language and employment history of folks in the customer
service business. The book was created based on the experiences of hundreds of job hunters over a
10-year period. Learn how successful people in the customer service field presented themselves to
potential employers!

customer service and management: Customer Service Best Practices Ron Zemke, 1998



customer service and management: Strategic Customer Service John Goodman,
2019-02-05 Any organization can win more customers and increase sales if they learn to be more
strategic with their customer service. When customers complain, employees respond. The typical
service model is riddled with holes. What about people and businesses who never speak up, but
never come back? Learn to actively reach out, prevent problems, and resolve issues in ways that
boost loyalty. Strategic Customer Service is a data-packed roadmap that shows you how. This
invaluable resource distills decades of research on the impact of great versus mediocre service.
Complete guidelines and case studies explain how to: Gather and analyze customer feedback
Empower employees to fix problems Track your impact on revenue Generate sensational word of
mouth Tap opportunities to cross-sell and up-sell Strategic Customer Service draws on over 30 years
of research from companies such as 3M, GE, and Chick-Fil-A to teach you how to transcend a good
business into a profitable word-of-mouth machine that transforms the bottom line. Why settle for
passive service? Make a business case for ramping up operations—and get the tools for making it
pay off. Transform customer service into a strategic function, and reap benefits far exceeding
investments.

customer service and management: Customer Service Essentials Robert E. Hinson, Ogechi
Adeola, Kojo Oppong Nkrumah, Charles Agyinasare, Kwame Adom, Abednego Feehi Okoe Amartey,
2019-08-01 Customer Service Essentials is a must-read and a definitive source of information on
effective management of customer service in Africa and beyond. Leveraging on unique concepts and
practices developed in the field of customer service management, this book uses case studies and
vignettes to reinforce learnings, drawing parallels to real life experiences. The book is a valuable
resource for individuals and organizations, in the quest to achieve excellent customer service,
increased productivity and enhanced employee satisfaction. It explores the practical challenges of
customer service in Africa, examines critical success factors and provides guidelines for effective
customer engagement in this evolving highly networked digital era. Policy makers, directors,
managers and students will gain valuable and actionable insights on service management as they
navigate the chapters. Praise for Customer Service Essentials: Lessons for Africa and Beyond This
book captures service excellence by detailing out in a most explicit manner essential services
dynamics of Responsiveness, Accessibility, Tangibles, Empathy and Reliability. I highly recommend
it! Esi Elliot Assistant Professor, Marketing Suffolk University, Boston, MA I am very impressed with
this book and excited to see the topics being discussed in the Chapters are geared toward quality
customer service in Africa. All the chapters are superbly written, relevant to the African context and
above all, the authors cover incredibly interesting topics and support them with pertinent cases.
Bringing together such fine minds in the field, this book is useful and a must for anyone serious
about customer service, service branding and the need to respect the customer. Charles Blankson
Professor of Marketing College of Business University of North Texas Hinson and colleagues have
skillfully put together a useful collection of new perspectives on modern customer service essentials
with an African and global perspective. This is a highly recommended text for students and
practitioners. Ellis L.C. Osabutey Reader Roehampton University Business School United Kingdom

customer service and management: Customer service : human capital management at
selected public and private call centers : report to the Chairman, Subcommittee on Oversight,
Committee on Ways and Means, House of Representatives ,

customer service and management: Customer Relationship Management Daniel D. Prior,
Francis Buttle, Stan Maklan, 2024-01-23 This highly regarded textbook provides the definitive
account of Customer Relationship Management (CRM) concepts, applications, and technologies,
focusing on how companies can create and maintain mutually beneficial relationships with
customers. Readers will gain a thorough understanding of the conceptual foundations of CRM, see
CRM in practice through illustrative case examples and exercises, and understand how to organise
customer data gathering, analysis, and presentation for decision making. The book achieves these
outcomes by first considering strategic CRM before moving into operational CRM and, finally, onto
analytical aspects of CRM. The fifth edition has been fully updated to include: A series of new case



examples to illustrate CRM within various regional and industrial contexts, including those relevant
to large, medium, and small enterprises A series of new exercises and discussion questions to help
readers understand CRM concepts and to support pedagogical processes, particularly in higher
education environments A greater emphasis on managerial applications of CRM through new
content to help guide managers An updated account of new and emerging technologies relevant to
CRM Expanded coverage of customer experience (CX), customer engagement (CE), and customer
journey management (CJM) Customer Relationship Management is essential reading for advanced
undergraduate and postgraduate students studying CRM, Sales Management, Customer Experience
Management, and Relationship Marketing, as well as executives who oversee CRM functions. Online
resources include an Instructor’s Manual, chapter-by-chapter PowerPoint slides, and a bank of exam
questions.

customer service and management: Services Management in Intelligent Networks
Anthony Ambler, Seraphin B. Calo, Gautam Kar, 2003-06-29 This book constitutes the refereed
proceedings of the 11th IFIP/IEEE International Workshop on Distributed Systems: Operations and
Management, DSOM 2000, held in Austin, TX, USA in December 2000. The 21 revised full papers
presented were carefully reviewed and selected from a total of 65 submissions. The book is divided
into topical sections on architectures for internet management, fault management of services and
networks, inter-domain management, event handling for management services, QoS management,
and management architectures.
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