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The moment of truth—that instant when consumers experience and judge service quality—is often a
deciding factor in business success. Designing Service Excellence: People and Technology provides
practical information on the design, management, and organization of many different types of service
industries, such as hotels, restaurants, banks and financial institutions, retail, and the public sector. The
authors investigate the consumers’ experience and judgment on service quality, which ultimately determines
the success or failure of the service. They then consider people, usability, and technology in the automation
of high-quality service.

This research-driven book identifies service—in a variety of forms—as an area of business and management
where rapid change is taking place. The authors examine how service has become a balance between people
and technology and explore this relationship as one of the key drivers of change. They discuss how social,
cultural, and technological developments influence the ways in which customers contact, negotiate, and
purchase services from their chosen service providers. These same developments are also driving
communications between customers relating to the services they buy and are willing to recommend to others
(or otherwise). Intermingled, these features of our current-day lives have changed the nature of service
provision and service use.

When your organization has its moment of truth, how will it measure up? Organizations whose business has
service at its core and whose activities focus mainly on service design, management, and delivery are likely
to find increasingly that, for survival, service is a matter of life or death. This book provides a deep
understanding of the relationship between people and technology along with an ergonomic approach to the
design and management of service delivery that helps you deliver the value and benefits that customers not
only want, but increasingly come to expect.
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From reader reviews:

George Clark:

What do you with regards to book? It is not important to you? Or just adding material when you want
something to explain what you problem? How about your time? Or are you busy man? If you don't have
spare time to try and do others business, it is gives you the sense of being bored faster. And you have free
time? What did you do? Everyone has many questions above. They need to answer that question since just
their can do which. It said that about guide. Book is familiar on every person. Yes, it is correct. Because start
from on pre-school until university need that Designing Service Excellence: People and Technology to read.

Elizabeth Branch:

Hey guys, do you wishes to finds a new book to see? May be the book with the title Designing Service
Excellence: People and Technology suitable to you? The particular book was written by renowned writer in
this era. Typically the book untitled Designing Service Excellence: People and Technologyis the one of
several books in which everyone read now. This particular book was inspired many people in the world.
When you read this book you will enter the new way of measuring that you ever know prior to. The author
explained their plan in the simple way, consequently all of people can easily to recognise the core of this
book. This book will give you a great deal of information about this world now. To help you see the
represented of the world with this book.

Gail Tate:

Reading a book can be one of a lot of task that everyone in the world enjoys. Do you like reading book thus.
There are a lot of reasons why people love it. First reading a e-book will give you a lot of new data. When
you read a publication you will get new information since book is one of several ways to share the
information or even their idea. Second, reading a book will make you actually more imaginative. When you
looking at a book especially fictional book the author will bring someone to imagine the story how the
personas do it anything. Third, you may share your knowledge to other people. When you read this
Designing Service Excellence: People and Technology, it is possible to tells your family, friends and also
soon about yours book. Your knowledge can inspire the mediocre, make them reading a publication.

Sandra Wright:

Designing Service Excellence: People and Technology can be one of your nice books that are good idea. We
recommend that straight away because this book has good vocabulary which could increase your knowledge
in words, easy to understand, bit entertaining but delivering the information. The article author giving his/her
effort to set every word into pleasure arrangement in writing Designing Service Excellence: People and
Technology nevertheless doesn't forget the main level, giving the reader the hottest and also based confirm
resource details that maybe you can be considered one of it. This great information may drawn you into
brand new stage of crucial considering.
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