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This is the new and expanded FOURTH edition. It will change the way you think about and approach
service design and innovation. Services represent the largest portion of economic activity in developed
nations, and are likely an important part of your business. Unfortunately, services traditionally have lacked
the rigorous design tools we see used in designing physical products. This book describes a simple yet
powerful service design tool known as PCN Analysis. The PCN tool will allow you to document and analyze
the provider-customer interactions that take place in your business, showing where increased value can be
realized by strategically repositioning process elements. This book shows how firms can optimally design
service operations to achieve value objectives, and systematically identify innovations that provide
competitive advantage. More information about the book at http://services.byu.edu Table of Contents: PART
I: SERVICE ANALYSIS BASICS Chapter 1 – The Importance of Service Design Chapter 2 –
Understanding Services Chapter 3 – Creating PCN Diagrams Chapter 4 – Identifying the Value Proposition
Chapter 5 – Strategic Process Positioning Chapter 6 – Conducting a Service Process Audit PART II:
SERVICE DESIGN AND MANAGEMENT Chapter 7 – Managing Across the Regions Chapter 8 –
Customization and CRM Systems Chapter 9 – Process Control and Job Design Chapter 10 – Managing the
Customer Roles Chapter 11 – Assuring Interactive Quality Chapter 12 – Performance Measurement and
Customer Feedback PART III: SERVICE IMPROVEMENT AND INNOVATION Chapter 13 –
Improvement through Lean Services Chapter 14 – Servitization and Deservitization Chapter 15 – Systematic
Service Innovation Chapter 16 – Building a Service Value Network Chapter 17 – Using PCN Analysis
Across the Organization PART IV: CASE STUDIES Chapter 18 – Higher Education case study Chapter 19
– Healthcare case study Chapter 20 – Financial Services case study Chapter 21 – Computer retail case study
Chapter 22 – Video Entertainment case study PART V: ADVANCED TOPICS Chapter 23 – Visualizing
Concepts from Service Models Chapter 24 – Physical Summary
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From reader reviews:

Jules Thompson:

Book is written, printed, or outlined for everything. You can realize everything you want by a book. Book
has a different type. To be sure that book is important factor to bring us around the world. Next to that you
can your reading proficiency was fluently. A e-book Essentials of Service Design and Innovation - 4th
Edition: Developing high-value service businesses with PCN Analysis will make you to always be smarter.
You can feel far more confidence if you can know about everything. But some of you think that open or
reading the book make you bored. It is far from make you fun. Why they are often thought like that? Have
you in search of best book or appropriate book with you?

Warren Johnson:

What do you concerning book? It is not important together with you? Or just adding material when you
really need something to explain what the ones you have problem? How about your extra time? Or are you
busy particular person? If you don't have spare time to accomplish others business, it is make you feel bored
faster. And you have extra time? What did you do? Everyone has many questions above. They should answer
that question because just their can do in which. It said that about book. Book is familiar in each person. Yes,
it is correct. Because start from on pre-school until university need this particular Essentials of Service
Design and Innovation - 4th Edition: Developing high-value service businesses with PCN Analysis to read.

Mary Haskell:

Are you kind of hectic person, only have 10 or perhaps 15 minute in your day to upgrading your mind skill
or thinking skill possibly analytical thinking? Then you are having problem with the book than can satisfy
your limited time to read it because this all time you only find e-book that need more time to be read.
Essentials of Service Design and Innovation - 4th Edition: Developing high-value service businesses with
PCN Analysis can be your answer because it can be read by an individual who have those short spare time
problems.

Eunice Holt:

Reading a book to be new life style in this 12 months; every people loves to read a book. When you learn a
book you can get a lot of benefit. When you read textbooks, you can improve your knowledge, since book
has a lot of information on it. The information that you will get depend on what kinds of book that you have
read. If you would like get information about your examine, you can read education books, but if you want to
entertain yourself read a fiction books, these us novel, comics, as well as soon. The Essentials of Service
Design and Innovation - 4th Edition: Developing high-value service businesses with PCN Analysis provide
you with a new experience in reading through a book.
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