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In this pathbreaking book, world-renowned Harvard Business School service firm experts James L. Heskett,
W. Earl Sasser, Jr. and Leonard A. Schlesinger reveal that leading companies stay on top by managing the
service profit chain.

Why are a select few service firms better at what they do -- year in and year out -- than their competitors?
For most senior managers, the profusion of anecdotal "service excellence" books fails to address this key
question. Based on five years of painstaking research, the authors show how managers at American Express,
Southwest Airlines, Banc One, Waste Management, USAA, MBNA, Intuit, British Airways, Taco Bell,
Fairfield Inns, Ritz-Carlton Hotel, and the Merry Maids subsidiary of ServiceMaster employ a quantifiable
set of relationships that directly links profit and growth to not only customer loyalty and satisfaction, but to
employee loyalty, satisfaction, and productivity. The strongest relationships the authors discovered are those
between (1) profit and customer loyalty; (2) employee loyalty and customer loyalty; and (3) employee
satisfaction and customer satisfaction. Moreover, these relationships are mutually reinforcing; that is,
satisfied customers contribute to employee satisfaction and vice versa.

Here, finally, is the foundation for a powerful strategic service vision, a model on which any manager can
build more focused operations and marketing capabilities. For example, the authors demonstrate how, in
Banc One's operating divisions, a direct relationship between customer loyalty measured by the "depth" of a
relationship, the number of banking services a customer utilizes, and profitability led the bank to encourage
existing customers to further extend the bank services they use. Taco Bell has found that their stores in the
top quadrant of customer satisfaction ratings outperform their other stores on all measures. At American
Express Travel Services, offices that ticket quickly and accurately are more profitable than those which
don't. With hundreds of examples like these, the authors show how to manage the customer-employee
"satisfaction mirror" and the customer value equation to achieve a "customer's eye view" of goods and
services. They describe how companies in any service industry can (1) measure service profit chain
relationships across operating units; (2) communicate the resulting self-appraisal; (3) develop a "balanced
scorecard" of performance; (4) develop a recognitions and rewards system tied to established measures; (5)
communicate results company-wide; (6) develop an internal "best practice" information exchange; and (7)
improve overall service profit chain performance.

What difference can service profit chain management make? A lot. Between 1986 and 1995, the common
stock prices of the companies studied by the authors increased 147%, nearly twice as fast as the price of the
stocks of their closest competitors. The proven success and high-yielding results from these high-achieving
companies will make The Service Profit Chain required reading for senior, division, and business unit
managers in all service companies, as well as for students of service management.
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From reader reviews:

Tanya Minor:

As people who live in typically the modest era should be change about what going on or details even
knowledge to make these keep up with the era and that is always change and advance. Some of you maybe
can update themselves by examining books. It is a good choice for you personally but the problems coming
to you is you don't know what one you should start with. This Service Profit Chain: How Leading
Companies Link Profit and Growth to Loyalty, Satisfaction and Value is our recommendation to cause you
to keep up with the world. Why, since this book serves what you want and want in this era.

Dorothy Walker:

Nowadays reading books be than want or need but also become a life style. This reading addiction give you
lot of advantages. The advantages you got of course the knowledge your information inside the book that
improve your knowledge and information. The knowledge you get based on what kind of guide you read, if
you want send more knowledge just go with knowledge books but if you want experience happy read one
using theme for entertaining including comic or novel. Often the Service Profit Chain: How Leading
Companies Link Profit and Growth to Loyalty, Satisfaction and Value is kind of e-book which is giving the
reader capricious experience.

Sylvia Dozier:

In this period globalization it is important to someone to get information. The information will make
professionals understand the condition of the world. The health of the world makes the information simpler
to share. You can find a lot of sources to get information example: internet, magazine, book, and soon. You
will observe that now, a lot of publisher that will print many kinds of book. The book that recommended to
you is Service Profit Chain: How Leading Companies Link Profit and Growth to Loyalty, Satisfaction and
Value this guide consist a lot of the information in the condition of this world now. This specific book was
represented how can the world has grown up. The dialect styles that writer require to explain it is easy to
understand. The particular writer made some investigation when he makes this book. Here is why this book
appropriate all of you.

Emery Flores:

This Service Profit Chain: How Leading Companies Link Profit and Growth to Loyalty, Satisfaction and
Value is new way for you who has fascination to look for some information given it relief your hunger
details. Getting deeper you into it getting knowledge more you know or else you who still having little digest
in reading this Service Profit Chain: How Leading Companies Link Profit and Growth to Loyalty,
Satisfaction and Value can be the light food in your case because the information inside that book is easy to
get by anyone. These books acquire itself in the form which is reachable by anyone, yep I mean in the e-
book type. People who think that in publication form make them feel sleepy even dizzy this reserve is the



answer. So you cannot find any in reading a reserve especially this one. You can find what you are looking
for. It should be here for a person. So , don't miss it! Just read this e-book kind for your better life along with
knowledge.
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