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Improving service quality has finally become a top priority of management today, yet according to service
quality expert Leonard Berry only a handful of companies have managed to determine exactly what to
improve and how to improve it. For the past two years, Berry studied dozens of companies of all sizes
renowned for their capacity to deliver what they promise and more. From his on-site observation of the
strategies and practices of such companies as Mary Kay Cosmetics, Tattered Cover Book Store, Longo
Toyota & Lexus, Lakeland Regional Medical Center, and Hard Rock Cafe, Berry has constructed a dynamic
new framework for improving service.
This framework provides a roadmap for implementation found nowhere else in the service quality literature.
In every chapter Berry draws on his twelve years of research in service quality to explain each part of the
framework in detail. He provides rich insights and inspiring examples of great service -- including numerous
examples unique to this book as well as the classic success stories of USAA, Taco Bell, and many more.
Berry shows that a company must (1) develop service leadership skills and values -- a concept substantially
different from developing general leadership; (2) build a service quality information system; and (3) create a
comprehensive service strategy based on the four principles of great service: reliability, surprise, recovery,
and fairness. He demonstrates how these four principles, when adopted by the leadership and infused into the
systems of a service company, are the building blocks of the framework and form the anchor for
implementation.
Berry shows how the "artistry" of great service can be systematically created from this foundation through a
company's organizational structure, technology, and often under utilized human resources assets. He
challenges service managers to set their service quality aspirations higher, and his innovative, practical ideas
will help them achieve those higher standards. Linking service excellence to value creation, Berry provides
solid financial reasons for the necessity of great service. Here, at last, is the book for which managers in
every service industry have waited: Leonard Berry's "operating manual" for turning plans for great service
into action.
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From reader reviews:

Eliseo Watkins:

The book On Great Service: A Framework for Action give you a sense of feeling enjoy for your spare time.
You may use to make your capable more increase. Book can being your best friend when you getting strain
or having big problem together with your subject. If you can make looking at a book On Great Service: A
Framework for Action for being your habit, you can get more advantages, like add your personal capable,
increase your knowledge about some or all subjects. You can know everything if you like wide open and
read a e-book On Great Service: A Framework for Action. Kinds of book are a lot of. It means that, science
publication or encyclopedia or others. So , how do you think about this guide?

David Colon:

The book On Great Service: A Framework for Action can give more knowledge and information about
everything you want. Why must we leave the good thing like a book On Great Service: A Framework for
Action? Wide variety you have a different opinion about book. But one aim which book can give many
information for us. It is absolutely suitable. Right now, try to closer with the book. Knowledge or
information that you take for that, you are able to give for each other; you may share all of these. Book On
Great Service: A Framework for Action has simple shape but the truth is know: it has great and large
function for you. You can search the enormous world by open up and read a reserve. So it is very wonderful.

Andrew Thompson:

The reason? Because this On Great Service: A Framework for Action is an unordinary book that the inside of
the book waiting for you to snap it but latter it will shock you with the secret the idea inside. Reading this
book close to it was fantastic author who have write the book in such incredible way makes the content
inside easier to understand, entertaining approach but still convey the meaning entirely. So , it is good for
you because of not hesitating having this ever again or you going to regret it. This excellent book will give
you a lot of rewards than the other book possess such as help improving your talent and your critical thinking
means. So , still want to delay having that book? If I were you I will go to the book store hurriedly.

Kayla Congdon:

You may spend your free time to read this book this e-book. This On Great Service: A Framework for
Action is simple to develop you can read it in the recreation area, in the beach, train and soon. If you did not
possess much space to bring the actual printed book, you can buy the particular e-book. It is make you easier
to read it. You can save the particular book in your smart phone. Thus there are a lot of benefits that you will
get when you buy this book.
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