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Print on Demand *****.Excerpt from A Framework for Analyzing  Service Operations Althoug h
issues related to dealing  with current and potential competitors are similar for service and
manufacturing  operations, the unique characteristics of services require paying  special attention
to certain aspects of competitive strateg y. The internal environment means just that: the
environment internal to the firm, with no customer contact. Because the customer is not
present, the processing  of information, paperwork, or articles belong ing  to customers can be
done with efficiency as the major performance measure. Desig ning  systems to efficiently deliver
services entails planning  human and physical resources, infrastructure, and operations control.
Smoothing  supply and demand is a critical task in efficiently manag ing  the internal environment
of service operations. The interface is the seg ment in which the service is delivered to the
customer. This service delivery is known as the moment of truth; it is this interaction that will
shape to a g reat extent the customer s perception of the service received. In this environment,
service manag ers must consider the characteristics of participants in the encounter and factors
that in?uence their interactions. Manag ing  expectations and service quality are...
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R e vie ws  

This ebook is amazing . It can be rally interesting  throg h looking  at time. You may like how the author compose this ebook.
-- Nikko  B a s hiria n      

Very useful to all categ ory of men and women. I actually have study and i also am certain that i am g oing  to g oing  to read throug h ag ain once more
down the road. Its been written in an exceptionally simple way and is particularly only soon aCer i finished reading  this publication by which basically
altered me, modify the way in my opinion.
-- Dr. Sa ra i Fis he r DDS       
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