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Entire service businesses have been built around the ideas of Heskett, Sasser, and Schlesinger, pioneersin
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 abook service leaders around the world will use as
aguide for yearsto 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, gueue management, and more; the use—and misuse—of technology in delivering top-level
service; and practices that can transform loyal customersinto “owners.”

L ooking ahead, the authors describe the world of great service leaders in which “both/and” thinking replaces
trade-offs. It'saworld 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 aworld 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 companiesin awide variety of industries, such as Apollo Hospitals,
Chéteauform, 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:
Ramona Johnson:

Why don't make it to become your habit? Right now, try to prepare your time to do the important work, like
looking for your favorite publication and reading a guide. Beside you can solve your long lasting problem;
you can add your knowledge by the reserve entitled What Great Service Leaders Know and Do: Creating
Breakthroughsin Service Firms. Try to face the book What Great Service Leaders Know and Do: Creating
Breakthroughsin Service Firms as your friend. It meansthat it can to become your friend when you truly
feel aone and beside those of course make you smarter than ever. Yeah, it is very fortuned in your case. The
book makes you considerably more confidence because you can know almost everything by the book. So ,
let me make new experience as well as knowledge with this book.

Sheila Gallagher:

The particular book What Great Service Leaders Know and Do: Creating Breakthroughsin Service Firms
will bring you to the new experience of reading any book. The author style to spell out theideais very
unigue. Should you try to find new book to learn, this book very appropriate to you. The book What Great
Service Leaders Know and Do: Creating Breakthroughs in Service Firmsis much recommended to you to
study. You can also get the e-book from official web site, so you can more readily to read the book.

Mevin Wilhelm:

Precisely why? Because this What Great Service Leaders Know and Do: Creating Breakthroughsin Service
Firmsis an unordinary book that the inside of the reserve waiting for you to snap this but latter it will shock
you with the secret the item inside. Reading this book alongside it was fantastic author who write the book in
such incredible way makes the content within easier to understand, entertaining way but still convey the
meaning fully. So, itisgood for you for not hesitating having this anymore or you going to regret it. This
unique book will give you alot of positive aspects than the other book possess such as help improving your
expertise and your critical thinking technique. So , still want to delay having that book? If | ended up you |
will go to the publication store hurriedly.

Meéellisa Holden:

Reading a book to be new life stylein this year; every people lovesto read a book. When you study a book
you can get alots of benefit. When you read guides, you can improve your knowledge, due to the fact book
has alot of information in it. The information that you will get depend on what kinds of book that you have
read. If you want to get information about your research, you can read education books, but if you act like
you want to entertain yourself you can read a fiction books, these kinds of us novel, comics, aswell as soon.
The What Great Service Leaders Know and Do: Creating Breakthroughsin Service Firms provide you with a
new experience in studying a book.
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