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What Do Citicorp, UPS and Marriott have in common? They are "breakthrough" service providers,
firms that changed the rules of the game in their respective industries by consistently meeting or exceeding
customer needs and expectations. To find out how these companies do it, service management experts James
Heskett, Earl Sasser, and Christopher Hart put the question to the chief executive officers of fifteen of
America's leading service firms attending a workshop at the Harvard Business School. Breakthrough leaders,
they discovered, think very differently about their businesses than do their competitors, in distinct and well-
defined ways. Now, in Service Breakthroughs, based upon five years of exhaustive research in fourteen
service industries, Heskett, Sasser, and Hart show exactly what enables one or two companies in each
industry to constantly set new standards for quality and value that force competitors to adapt or fail.

At the heart of breakthrough performance, the authors contend, is a sometimes intuitive
but thorough understanding of the "self-reinforcing service cycle" that replaces traditional management of
"trade-offs." The "cycle" is a paradigm derived from the research results suggesting direct links between
heightened customer satisfaction, increased customer retention, augmented sales and profit, improved quality
and productivity, greater service value per unit of cost, improved satisfaction of service providers, increased
employee retention, and further heightened customer satisfaction. With detailed examples and dramatic case
studies of Mark Twain Bancshares, American Airlines, Florida Power & Light, Federal Express, McDonald's
and many other companies, Heskett, Sasser, and Hart show how this self-reinforcing cycle of behavior
differentiates breakthrough leaders from their "merely good" competitors.

The authors describe how breakthrough managers develop counterintuitive, even contrarian, strategic service
visions. These companies define their "service concept" in terms of results
achieved for customers rather than services performed. They target market segments by focusing on
psychographics -- how customers think and behave -- instead of demographics. And instead of viewing a
service delivery system as a facility where the service is producted and sold, breakthrough firms see it as an
opportunity to enhance the quality of the service.
These profound differences in thought and action have brought spectacular results. For managers who wish
to set the pace in their service industries, Service Breakthroughs will be essential reading.
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From reader reviews:

Jessica Ball:

What do you about book? It is not important to you? Or just adding material when you require something to
explain what the one you have problem? How about your spare time? Or are you busy individual? If you
don't have spare time to accomplish others business, it is make you feel bored faster. And you have spare
time? What did you do? Everybody has many questions above. The doctor has to answer that question since
just their can do this. It said that about book. Book is familiar in each person. Yes, it is appropriate. Because
start from on jardín de infancia until university need that Service Breakthroughs to read.

Joseph Ortiz:

In this 21st one hundred year, people become competitive in every way. By being competitive at this point,
people have do something to make these individuals survives, being in the middle of the particular crowded
place and notice by simply surrounding. One thing that at times many people have underestimated that for a
while is reading. Yes, by reading a publication your ability to survive increase then having chance to stay
than other is high. For you personally who want to start reading a book, we give you this Service
Breakthroughs book as beginning and daily reading e-book. Why, because this book is usually more than just
a book.

Christine Hughes:

The book with title Service Breakthroughs contains a lot of information that you can learn it. You can get a
lot of gain after read this book. This kind of book exist new knowledge the information that exist in this
reserve represented the condition of the world today. That is important to yo7u to be aware of how the
improvement of the world. This kind of book will bring you inside new era of the glowbal growth. You can
read the e-book with your smart phone, so you can read that anywhere you want.

Edward Grimes:

The book untitled Service Breakthroughs contain a lot of information on the item. The writer explains her
idea with easy means. The language is very easy to understand all the people, so do certainly not worry, you
can easy to read this. The book was published by famous author. The author will take you in the new age of
literary works. You can actually read this book because you can keep reading your smart phone, or gadget,
so you can read the book inside anywhere and anytime. In a situation you wish to purchase the e-book, you
can wide open their official web-site as well as order it. Have a nice learn.
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