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Entire service businesses have been built around the ideas of Heskett, Sasser, and Schlesinger, pioneers in
the world of service. Now they test their ideas against the actual experiences of successful and unsuccessful
practitioners, as well as against demands of the future, in a book service leaders around the world will use as
a guide for years to come.

The authors cover every aspect of optimal service leadership: the best hiring, training, and workplace
organization practices; the creation of operating strategies around areas such as facility design, capacity
planning, queue management, and more; the use—and misuse—of technology in delivering top-level
service; and practices that can transform loyal customers into “owners.”

Looking ahead, the authors describe the world of great service leaders in which “both/and” thinking replaces
trade-offs. It's a world in which new ideas will be tested against the sine qua non of the “service
trifecta”—wins for employees, customers, and investors. And it's a world in which the best leaders admit that
they don't have the answers and create organizations that learn, innovate, “sense and respond,” operate with
fluid boundaries, and seek and achieve repeated strategic success.

Using examples of dozens of companies in a wide variety of industries, such as Apollo Hospitals,
Châteauform, Starbucks, Amazon, Disney, Progressive Insurance, the Dallas Mavericks, Whole Foods,
IKEA, and many others, the authors present a narrative of remarkable successes, unnecessary failures, and
future promise.
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From reader reviews:

Adam Whittington:

Nowadays reading books become more than want or need but also get a life style. This reading behavior give
you lot of advantages. The benefits you got of course the knowledge even the information inside the book
that improve your knowledge and information. The details you get based on what kind of book you read, if
you want send more knowledge just go with training books but if you want really feel happy read one having
theme for entertaining including comic or novel. The What Great Service Leaders Know and Do: Creating
Breakthroughs in Service Firms is kind of publication which is giving the reader unstable experience.

Charles Montiel:

What Great Service Leaders Know and Do: Creating Breakthroughs in Service Firms can be one of your nice
books that are good idea. We all recommend that straight away because this publication has good vocabulary
that can increase your knowledge in words, easy to understand, bit entertaining but still delivering the
information. The article writer giving his/her effort to set every word into satisfaction arrangement in writing
What Great Service Leaders Know and Do: Creating Breakthroughs in Service Firms nevertheless doesn't
forget the main level, giving the reader the hottest in addition to based confirm resource details that maybe
you can be one of it. This great information may drawn you into fresh stage of crucial imagining.

Juli Gadberry:

Reading a book to become new life style in this year; every people loves to examine a book. When you go
through a book you can get a great deal of benefit. When you read textbooks, you can improve your
knowledge, due to the fact book has a lot of information upon it. The information that you will get depend on
what forms of book that you have read. If you need to get information about your review, you can read
education books, but if you want to entertain yourself you are able to a fiction books, such us novel, comics,
as well as soon. The What Great Service Leaders Know and Do: Creating Breakthroughs in Service Firms
will give you a new experience in studying a book.

Robert Jones:

Many people spending their period by playing outside having friends, fun activity having family or just
watching TV all day every day. You can have new activity to pay your whole day by looking at a book. Ugh,
do you think reading a book can definitely hard because you have to use the book everywhere? It alright you
can have the e-book, delivering everywhere you want in your Smartphone. Like What Great Service Leaders
Know and Do: Creating Breakthroughs in Service Firms which is getting the e-book version. So , why not
try out this book? Let's observe.
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