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Excellence in customer service is the hallmark of success in service industries and among manufacturers of
products that require reliable service. But what exactly is excellent service? It is the ability to deliver what
you promise, say the authors, but first you must determine what you can promise. Building on seven years of
research on service quality, they construct a model that, by balancing a customer's perceptions of the value
of a particular service with the customer's need for that service, provides brilliant theoretical insight into
customer expectations and service delivery.

For example, Florida Power & Light has developed a sophisticated, computer-based lightening tracking
system to anticipate where weather-related service interruptions might occur and strategically position crews
at these locations to quicken recovery response time. Offering a service that customers expect to be available
at all times and that they will miss only when the lights go out, FPL focuses its energies on matching
customer perceptions with potential need. Deluxe Corporation, America's highly successful check printer,
regularly exceeds its customers' expectations by shipping nearly 95% of all orders by the day after the orders
were received. Deluxe even put U.S. Postal Service stations inside its plants to speed up delivery time.

Customer expectations change over time. To anticipate these changes, Metropolitan Life Insurance Company
regularly monitors the expectations and perceptions of their customers, using focus group interviews and the
authors' 22-item generic SERVQUAL questionnaire, which is customized by adding questions covering
specific aspects of service they wish to track.

The authors' groundbreaking model, which tracks the five attributes of quality service -- reliability, empathy,
assurance, responsiveness, and tangibles -- goes right to the heart of the tendency to overpromise. By
comparing customer perceptions with expectations, the model provides marketing managers with a two-part
measure of perceived quality that, for the first time, enables them to segment a market into groups with
different service expectations.
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From reader reviews:

Sandra Hughes:

Reading a publication tends to be new life style on this era globalization. With examining you can get a lot of
information that will give you benefit in your life. Having book everyone in this world may share their idea.
Textbooks can also inspire a lot of people. Many author can inspire their particular reader with their story or
maybe their experience. Not only the storyplot that share in the textbooks. But also they write about the
ability about something that you need case in point. How to get the good score toefl, or how to teach your
kids, there are many kinds of book which exist now. The authors on earth always try to improve their
proficiency in writing, they also doing some exploration before they write to the book. One of them is this
Delivering Quality Service.

Gussie Steller:

It is possible to spend your free time to see this book this reserve. This Delivering Quality Service is simple
bringing you can read it in the area, in the beach, train along with soon. If you did not include much space to
bring the particular printed book, you can buy often the e-book. It is make you easier to read it. You can save
the book in your smart phone. Consequently there are a lot of benefits that you will get when you buy this
book.

Gary Copeland:

Many people spending their period by playing outside with friends, fun activity having family or just
watching TV 24 hours a day. You can have new activity to enjoy your whole day by reading a book. Ugh, do
you think reading a book can really hard because you have to use the book everywhere? It all right you can
have the e-book, delivering everywhere you want in your Smartphone. Like Delivering Quality Service
which is getting the e-book version. So , why not try out this book? Let's view.

Kim Nielsen:

As we know that book is important thing to add our knowledge for everything. By a guide we can know
everything we wish. A book is a set of written, printed, illustrated or blank sheet. Every year has been
exactly added. This guide Delivering Quality Service was filled in relation to science. Spend your spare time
to add your knowledge about your research competence. Some people has several feel when they reading
some sort of book. If you know how big good thing about a book, you can sense enjoy to read a publication.
In the modern era like currently, many ways to get book that you simply wanted.
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