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The eighth edition continues to acknowledge and emphasize the essential uniqueness of service

management. The text is organized in four parts: Part One: Understanding Services, which provides

a historical context as well as distinguishes the distinctive characteristics of service operations; Part

Two: Designing the Service Enterprise, which covers designing the service enterprise to support the

competitive strategy; Part Three: Managing Service Operations that details topics such as Managing

Capacity, Demand and Waiting Lines and Service Supply Relationships and; Part Four: Quantitative

Models for Service Management that addresses forecasting and managing service inventory.
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A graduate of the University of Michigan, received her undergraduate degree in journalism with

major supporting work in chemistry and psychology. Her graduate work was in geology and she has

taught in public and private schools and at the university level. She has done writing and editing for

the Encyclopaedia Britannica Education Corporation and for various professional journals and

organizations. With James Fitzsimmons she edited New Service Development: Creating Memorable

Experiences published in 2000 by Sage Publications. Her nonprofessional activities have included

volunteer work for the Red Cross aquatics program and in wildlife rehabilitation. She has particular

interests in the areas of environmental issues and the responsibilities of patients and physicians in

health care.Received a B.S.E. in industrial engineering from the University of Michigan, an MBA



from Western Michigan University, and a Ph.D. with distinction from the University of California at

Los Angeles. His research in the area of emergency ambulance location won the Stan Hardy Award

in 1983 for the best paper published in the field of operations management. A computer program,

referred to as CALL, has been used by major cities worldwide to plan emergency ambulance

systems. Consulting assignments include the RAND Corporation; the U.S. Air Force; the cities of

Los Angeles, Denver, Austin, Melbourne, and Auckland; the Texas comptroller; General Motors; La

Quinta Motor Inns; Greyhound; TRICON Restaurants International; and McDonaldâ€™s. Teaching

experience includes faculty appointments at the University of California at Los Angeles, California

State University at Northridge, the University of New Mexico, Boston University Overseas Graduate

Program, California Polytechnic State University at San Luis Obispo, and the Helsinki School of

Economics and Business. He is a registered professional engineer in the state of Michigan and has

held industrial engineering positions at Corning Glass Works and Hughes Aircraft Company. He

served in the U.S. Air Force as an officer in charge of base construction projects.

Book has great theory but when it comes to later chapters with numbers, they are extremely

confusing. They are assuming readers already know how and they skip steps. Doing exercises

which require calculations are extensively challenging.

Book came in torn apart, the corner looks like a dog went after it. Manageable and can use it, but it

is not what i would consider "good condition"

good book

great! The customer service concepts and theories in regards to service driven businesses couldn't

be any clearer than this!

This book is not cheap, but worth each penny! Very explanatory and rich in case studies!

Exactly as expected. Has a ton of useful information.

Excellent ! Served the purpose.

Useful
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