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This unique and comprehensive book presents a unifying paradigm for understanding
operations, based in the belief that a large part of operations management is the design and
management of business processes. The overall objective of the book is to demonstrate how
managers can control process structure and process drivers to achieve desired business
process performance. This framework is applied to understand which levels managers have to
control: cycle time, capacity, inventory, and quality. Providing a conceptual and logically
rigorous approach, Managing Business Process Flows discusses the subject in three steps:
model and understand the process and its flows; study causal relationships between process
structure and certain performance metrics; and formulate implications for managerial actions
by filtering out managerial levers ("process drivers") and their impact on process performance.
The book also identifies managerial levers, and establishes a connection between operational
and financial measurements. An essential resource for all management professionals,
especially Management Consultants specializing in operations and supply chains, Managers
and VPs overseeing supply chains, and Plant Managers. ÿ
This book presents latest research on the evolution of consumer services, as these services
continue to become a larger part of the economy in the world. Four core focal points lead the
central message of the book: first, the convergence of back and front offices; second, placing
the client as a fundamental input of services production and delivery process, and
'industrializing' the customers' role to combine efficiency and experience; third, the constitution
and role of inputs necessary for the configuration, production and delivery of the service, with
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the crucial role of 'operationalizing' the customers' experience; and fourth, the adoption of new
technologies and the appropriate transfer of manufacturing managerial practices through
service industrialization. This is a special volume of articles based on solid research and
analysis, including conceptualization of the important issues, as well as recommendations for
managers. It presents case histories and managerial practices in some key sectors, such as
financial services, health care, tourism/hospitality, entertainment and media, online services
and home and personal services
This exciting resource examines pioneering, successful business models in healthcare
services, emphasizing bold and innovative entrepreneurship in creating care delivery that is
accessible, affordable, and effective. Expert contributors supply fascinating case studies of
visionary principles at work in hospitals, specialist care, eHealth providers, and insurers along
with practical guidance on building and sustaining a vision, a brand, an organization, and a
loyal base of clients, employees, and investors. Featured companies demonstrate how moving
beyond conventional patient/provider, service/cost, and other relationships can translate into
improvements that benefit clients’ health and stakeholders’ bottom line as well as the larger
community and potentially the world. Coverage analyzes key attributes of these successful
entities, detailing key challenges, funding issues, and especially breakthrough goals, including:
Strengthening mutual caring and sharing. Letting prevention and self-management work.
Patient-centered organization of information and everyday care. Deploying services and
instruments to help customers take control. Implementing differentiation in specialized
healthcare. The result is crucial takeaways for creating transformational business models in
health fields. Approachably written and brimming with infographics, Brilliant Business Models in
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Healthcare provides inspiring role models for entrepreneurs, managers, consultants, and
professionals in the healthcare sector, including providers, insurers, technology suppliers, and
pharmacists.
The Toyota Production System is the benchmark used throughout the world for “lean”
thinking. Now you can model your own processes after those of the company that “wrote the
book on supply chain management.” Written by two experts on the subject, along with a former
Toyota senior executive, this book details the most celebrated supply chain operation in the
world to help you form an integrated, synchronized system that will be the envy of your
industry. You will find key insight into the logic behind every point of Toyota’s supply chain,
along with both the tactics and strategies you can use to build an outstanding system of your
own. Toyota Supply Chain Management explains how to achieve balance and efficiency by
focusing on: Variety: Determine your variety of offerings based on operational efficiency and
market demand Velocity: Maintain a steady flow through all processes of the supply chain
Variability: Manage inconsistencies carefully to reduce cost and improve quality Visibility:
Ensure the transparency of all processes to enable continuous learning and improvement The
authors provide valuable insider tips and offer hands-on guidance for improvingproduction and
operations in a variety of industries, including health care, insurance, banking, credit
processing, and retailing. With careful attention paid to every aspect of the subject—from
principles and theories to operations and best practices—Toyota Supply Chain Management is
the most comprehensive, insightful guide to forging a world-class supply chain system.
Services Marketing: People, Technology, Strategy is the ninth edition of the globally leading
textbook for Services Marketing by Jochen Wirtz and Christopher Lovelock, extensively
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updated to feature the latest academic research, industry trends, and technology, social media,
and case examples.This book takes on a strong managerial approach presented through a
coherent and progressive pedagogical framework rooted in solid academic research. It
features cases and examples from all over the world and is suitable for students who want to
gain a wider managerial view.Supplementary Material Resources:Resources are available to
instructors who adopt this textbook for their courses. These include: (1) Instructor's Manual, (2)
Case Teaching Notes, (3) PowerPoint deck, and (4) Test Bank. Please contact
sales@wspc.com.Key Features:
First multi-year cumulation covers six years: 1965-70.
This book contains a simple but powerful definition of services based upon a separation
between back-stage and front-stage activities. Services deal with front interactions, production
and manufacturing with back-stage operations. Teboul uses this distinction to systematically
explore the important issues of the field.
"This book aims to help healthcare management students and working professionals find ways
to improve the delivery of healthcare, even with its complex web of patients, providers,
reimbursement systems, physician relations, workforce challenges, and intensive government
regulation. Taking an integrated approach, the book puts the tools and techniques of
operations improvement in the context of healthcare so that readers learn how to increase the
effectiveness and efficiency of tomorrow's healthcare system." -- back of the book

Operations and Supply Management, as the title indicates, provides increased
emphasis on supply chain management in the 12e. The 12e continues its market
leading up-to-date coverage of service operations as well. The text includes solved
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examples and problems, enough cases for MBA courses to use without supplementing,
and the industry leading technology support suite.
Operations Management (OM) is a multi-faceted blend of myriad academic andpractical
disciplines – from engineering and economics via mathematics and marketing, to
systems and psychology. To capture the state of the art, the bookreviews contemporary
and classic scholarship in one of the oldest business and management disciplines. To
offer the reader a thought-provoking point of entry into the selected sources, the book
curates its content as an imaginary exhibit, eachchapter a thematic OM ‘gallery’
(process; planning and control; people; strategy and measurement; technology)
introduced by a description of some extraordinary artefacts, paintings, sculptures and
architecture. The content has been curated around three principles intended to benefit
the casual reader and both new and established OM scholars. First, it incorporates
works that build on, or help to distinguish, fundamental tenets from more transitory fads.
Second, the text makes significant efforts to try and balance the gravitational pull of the
factory, (even though this may not offer an accurate representation of the majority of
the field) and third, to try to keep managerial rather than technical/ analytical concerns
to the fore. This concise book provides a useful overview of current and classic OM
research. Written by a leading authority, it is intended to be a valuable and engaging
resource for both students and scholars of business.
Master Techniques in Surgery: Hernia is a volume in a new series that presents
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common and advanced procedures in the major subspecialties of general surgery. The
series is overseen by Josef E. Fischer, MD, editor of the classic two-volume reference
Mastery of Surgery. Master Techniques in Surgery: Hernia is written by acknowledged
master surgeons, emphasizes surgical procedures, and is lavishly illustrated with
original full-color drawings. The contributors fully explain their preferred techniques in
step-by-step, thoroughly illustrated detail, assess indications and contraindications,
offer guidelines on preoperative planning, and discuss outcomes, complications, and
follow-up. This volume covers open and laparoscopic hernia repairs, including open
and laparoscopic ventral hernia repairs. Many other topics are covered, including sports
hernia, diaphragmatic hernia, spigelian hernia, and hernia in infants. A companion
website will offer the fully searchable text and select procedural videos.
Marketing is civilized warfare. And as high-tech products become increasingly
standardized—practically identical, from the customer's point of view—it is marketing that
spells life or death for new devices or entire firms. In a book that is as fascinating as it is
pragmatic, William H. Davidow, a legend in Silicon Valley, where he was described as
"the driving force behind the micro processor explosion," tells how to fight the marketing
battle in the intensely competitive world of high-tech companies—and win. Blunt, pithy,
and knowledgeable, Davidow draws on his successful marketing experience at Intel
Corporation to create a complete program for marketing victory. He drives home the
basics, such as how to go head-on against the competition; how to "plan products, not
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devices"; how to give products a "soul"; and how to engineer promotions, market
internationally, motivate salespeople, and rally distributors. Above all, he demonstrates
the critical importance of servicing and supporting customers. Total customer
satisfaction, Davidow makes clear, must be every high-tech marketer's ultimate goal.
The only comprehensive marketing strategy book by an insider, Marketing High
Technology looks behind the scenes at industry-shaking clashes involving Apple and
IBM, Visicorp and Lotus, Texas Instruments and National Semiconductor. He recounts
his own involvement in Crush, Intel's innovative marketing offensive against Motorola,
to demonstrate, step-by-step, how it became an industry prototype for a winning hightech campaign. Davidow clearly spells out sixteen principles which increase the
effectiveness of marketing programs. From examples as diverse as a Rolling Stones
concert and a microprocessor chip, he defines a true "product." He analyzes and
explains in new ways the strategic importance of distribution as it relates to market
sector, pricing, and the pitfalls it entails. He challenges some traditional marketing
theory and provides unique and important insights developed from over twenty years in
the high-tech field. From an all-encompassing philosophy that great marketing is a
crusade requiring total commitment, to a careful study of the cost of attacking a
competitor, this book is an essential tool for survival in today's high-risk, fast- changing,
and very lucrative high-tech arena.
What Do Citicorp, UPS and Marriott have in common? They are "breakthrough" service
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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
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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.
The central focus of this book is how organizations deliver service and the operational
decisions that managers face in managing resources and delivering service to their
customers.
In this companion volume to Service Breakthroughs, Sasser, Hart, and Heskett present
36 in-depth case studies and ten readings which focus on "breakthrough" service
providers--firms which have changed the rules of the game in their industries. Designed
for classroom adoption in business schools or as a text for in-house corporate training
programs on service management, this volume includes dramatic case studies, which
demonstrate how the firms define their "service concept", target market segments, and
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view a service delivery system as an opportunity to enhance the quality of their service.
This volume also includes an introduction to the Malcolm Baldridge National Quality
Award competition.
Market Leadership Strategies for Service Companies reveals the key strategies for
creating and sustaining a market leadership position for any service business. Service
industry experts Craig A. Terrill and Arthur G. Middlebrooks affirm that in order to
become a dominant market leader, a service company must find ways to: Define their
service business and the benefits customers receive Reveal the intangible aspects of
the service experience Move in a different direction from competitors by addressing
new, intense, and unmet customer needs Put people back into the equation, not just
automate and reengineer to increase operational efficiency Find ways to move away
from the parity battles (i.e., fights over the perceived equality of the same type of
service from different companies) in their particular industry Offering a detailed,
comprehensive plan, the authors employ examples drawn from a wide selection of
recognizable service companies, such as Southwest Airlines, Dominos Pizza, Pizza
Hut, Taco Bell, Fed Ex, Home Depot, IBM, Marriott Hotels, MiniMaids, and more. The
result is a highly effective practitioner's guide that includes best practices and case
studies. Praise for Market Leadership Strategies for Service Companies " The number
one problem for every service firm today is differentiation. Craig Terrill and Art
Middlebrooks challenge us to become market leaders by doing things differently in
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employee engagement and service innovation. This book is the bible for service
industry executives who want to be change agents in their business and who seek
practical solutions to achieving growth." -- J. Terrence Franke, principal, sales and
marketing Hewitt Associates
Explains how today's workers are a company's greatest asset and should be treated as such
and discusses the flaws in the trend that sent service, manufacturing and retail sector jobs
overseas in an effort to stay competitive through reduced wages and benefits. 25,000 first
printing.
Focuses on the management of complications associated with laparoscopic and thoracoscopic
surgery. Beginning with potential complications encountered during minimally invasive
procedure, the book goes on to specific procedures, covering all applications of laparoscopic
and thoracoscopic surgery.
The tradition of Suvretta meetings has always been to talk about failures and mistakes in order
to learn for the future. This book, the result of the meeting in 2006, elaborates precise
recommendations, to help the surgeon avoid mistakes and to treat recurrences after different
types of non-mesh or mesh-repain in inguinal, incisional and hiatal hernia.
Abdominal Wall Hernias is the most up-to-date, comprehensive reference available on all
aspects of hernia repair. It includes state-of-the-art approaches to conventional open repairs
using tissue-to-tissue techniques, the use of prosthetic mesh, minimally invasive approaches,
the repair of recurrent and massive hernias, pertinent anatomy, basic science, and emerging
biomaterials. The authors present a full spectrum of procedures to enable readers to gain a
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broad knowledge of the multifaceted repair of hernias. Richly illustrated, this book is a vital
resource for all general surgeons and surgeons-in-training.
Leading graduate/undergraduate text in services marketing, incorporating text, cases and
readings. Fully revised and updated reflecting increasing importance of the service sector.
"As a resident at Washington University--Barnes Hospital in the 1990s, we were trained in
Bassini, Cooper, Shouldice and then Lichtenstein repair. Every staff surgeon had a favorite
repair and their own version of it. We learned the nuances of a transition stitch, releasing
incision, and shutter mesh overlap. Mesh could be glued, sutured, tacked or stapled. The
laparoscopic TAPP and later TEP mesh repair became very popular, and about the same time
the American College of Surgeons was studying whether "watchful waiting" was a safer option
in patients with asymptomatic inguinal hernias"--Provided by publisher.
“John Gattorna is one of the most original thinkers in the fast-changing arena of supply chain
management. He has pioneered the idea of dynamic alignmentwhich is so powerfully
presented in this ground-breaking book.” Martin Christopher, Professor of Marketing &
Logistics, Cranfield School of Management Supply chains are at the heart of competitive
advantage in business today. If supply chains are managed successfully, companies will be
able to deliver their products and services to customers in a smart, cost-effective way. The key
to successful supply chain management is recognising that it’s people who really drive the
living supply chains that are at the heart of businesses. Supply chains are powered by the
energy and expertise of employees and suppliers and by the changing wants and needs of
customers. John Gattorna calls this principle of matching changing customer needs and
desires with different supply chain strategies dynamic alignment. To secure space in a new
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market, to grow or keep existing markets companies have to get their products out there faster.
They need to be the first with new products and services and the first to match them with
particular customer groups. The dynamic alignment model gives a structured way of linking
customer expectations to the operational side of business while maintaining the flexibility to
systematically modify fulfilment processes as customers inevitably change their buying
preferences.
Creating New Health Care Ventures focuses on evaluating and managing new health care
ventures by providing health care managers with a guidebook discussing both the exciting new
opportunities in health care, And The essential management skills needed to make a new
health care venture succeed. This book offers help To The many able, energetic, and talented
people in the health care industry who seek to transform our troubled system by starting or
investing in new health care ventures.
Emergency Surgery provides both a practical guide and an understanding of the issues that
need to be considered in the management of emergency surgery patients. It presents a clear
account of the key issues involved in the assessment, investigation, resuscitation and surgical
management of patients who present to the on-call emergency team. It considers the full
breadth of issues encountered in these patients including anaesthesia, pre-op
resuscitation/optimization, and initial post-operative care including preliminary high
dependency/critical care, as well as the complications and acute issues found in acute surgical
patients on the ward. It is ideal for surgical trainees as well as trainees from other specialties
involved in the care of these complex and challenging patients. This title is also available as a
mobile App from MedHand Mobile Libraries. Buy it now from Google Play or the MedHand
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Store.
'This meticulous book submits research and the research process to deep scrutiny. It debunks
the unhelpful dichotomy between quantitative and qualitative research and highlights the great
value of multi-method and interactive research, approaches that have greatly deepened our
thinking.' – Professor Adrian Payne, University of New South Wales, Australia / Professor
Pennie Frow, University of Sydney Setting out to dispel the argument that case study research
lacks the science, theory and therefore validity of other forms of research, Evert Gummesson
combines many decades of experience as both a renowned scholar and a reflective
practitioner to effectively bridge the divide between case theory and how it is applied in
practice. Bringing the fundamental strengths of cases to the fore, Gummesson introduces the
'Case Theory' concept as an expanded version of case study research which includes both
methodology and the types of results that emerge by: Guiding the reader in the theoretical and
philosophical underpinning Demonstrating how to translate theory to pertinent research
practice that address the real and consequential issues in business and management today.
This book will appeal to students, academics and researchers who are interested in the
science and philosophy behind case study research as well as the methodology and a thoughtprovoking read for anyone who wants to be challenged about their belief of case study theory.
This book presents different patient-oriented perspectives from surgeons, economic evaluation
and management researchers, and business companies active in the healthcare sector,
striking a balance between the appropriateness/effectiveness of treatment and efficiency/cost.
It does not include technical surgical details, but instead provides the necessary knowledge
regarding different groups of patients to help economic and management researchers make
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accurate evaluations. Although partially based on the specific case of abdominal wall surgery
in the Italian health system, the book defines a model that can, with the necessary adaptations,
be applied in other national contexts. It also analyzes different reimbursement systems and
methods of data collection. This approach supports the evolution from evidence-based
medicine (EBM) to the future of real-world data (big data analysis). Further, it highlights the
critical issue of “silos” reimbursement, which is the pillar of DRG, and proposes methodology
to evaluate the direct and indirect benefit and costs of surgery (for example quality of care,
costs incurred in cases of surgical complications due to the use of inappropriate, low-cost
material or due to surgical procedure. It is a valuable resource for clinicians, surgeons,
policymakers and managers in the field.
Make it easy for students to understand: Clear, Simple Language and Visual Learning Aids
The authors use simple English and short sentences to help students grasp concepts more
easily and quickly. The text consists of full-colored learning cues, graphics, and diagrams to
capture student attention and help them visualize concepts. Know Your ESM presents quick
review questions designed to help students consolidate their understanding of key chapter
concepts. Make it easy for students to relate: Cases and Examples written with a Global
Outlook The first edition global outlook is retained by having an even spread of familiar cases
and examples from the world’s major regions: 40% from American, 30% from Asia and 30%
from Europe. Help students see how various concepts fit into the big picture: Revised
Framework An improved framework characterized by stronger chapter integration as well as
tighter presentation and structure. Help instructors to prepare for lessons: Enhanced Instructor
Supplements Instructor’s Manual: Contain additional individual and group class activities. It
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also contains chapter-by-chapter teaching suggestions. Powerpoint Slides: Slides will feature
example-based teaching using many examples and step-by-step application cases to teach
and illustrate chapter concepts. Test Bank: Updated Test Bank that is Test Gen compatible.
Video Bank: Corporate videos and advertisements help link concept to application. Videos will
also come with teaching notes and/or a list of questions for students to answer. Case Bank:
Cases can be in PDF format available for download as an Instructor Resource.
Dynamic Supply ChainsHow to design, build and manage people-centric value networksFT
Press
Essential Surgery is part of a nine volume series for Disease Control Priorities which focuses
on health interventions intended to reduce morbidity and mortality. The Essential Surgery
volume focuses on four key aspects including global financial responsibility, emergency
procedures, essential services organization and cost analysis.
"In Hospital Operations, two leading Operations Management experts and five practicing
clinicians demonstrate how to apply new OM advances and metrics to substantially improve
any hospital's performance. Replete with examples, Hospital Operations shows how to
generate principles-driven breakthrough ideas to systematically improve emergency
departments, operating rooms, nursing unites, and diagnostic units." -- Back cover
All kinds of processes – those that make things or deliver services or operate companies – can
be made more productive, and society's continued well-being requires it. This book is for all
those with a stake in improving how companies run. It introduces the concept of 'swift, even
flow' and explains how that concept stands behind popular business tools such as 'lean'
principles and Six Sigma. More than that, it shows how swift, even flow can lead to deep,
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strategic insights and fresh ideas. The book uses many examples, both contemporary and
historic, and 16 case studies from all sorts of business situations to demonstrate how swift,
even flow can be applied. Services and manufacturing, supply chains and individual
operations, product development and outsourcing, strategy and tactics, hourly workers and top
level executives – all benefit from this fundamental re-thinking of what it takes to become
productive.

‘Dynamic Supply Chains is a masterpiece in the field of supply chain
management’ Dr Rakesh Singh, Chairman, Institute of Supply Chain
Management, India Dynamic supply chains are at the heart of your business. You
need to get them right. Are your supply chains equipped to compete for a faster,
more flexible future? Supply chains are not just part of your business: in many
ways they are your business. They are made up of living, active people, and to
really get supply chains right you need to capture the dynamism that people can
bring to the flow of goods and services, both inside and outside your business. In
this third edition of Dynamic Supply Chains, renowned international expert John
Gattorna gives you a practical and effective new model for supply chains that will
help you get closer to your customers and suppliers, and set your business on a
new path to growth. John’s ‘outside-in’ philosophy is based on ‘Design
Thinking’ principles, underpinned by business analytics, visualization, and the
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passion to get things done. This is indeed, supply chains by design.
The second edition of Clinical Surgery Pearls is a question and answer book for
postgraduate and undergraduate students. Each chapter focuses on a typical
case, beginning with an overview, followed by a checklist for history and physical
examination, and diagnostic points for that case. A number of questions with
answers reviewing the anatomy, physiology, investigation, differential diagnosis
and updated staging and evidence-based management for that case, are then
presented. The book is highlighted by numerous flow charts, tables, photographs
and illustrations. A separate chapter provides definitions for various clinical
terminologies. Key points New edition, question and answer book for students
Presents 50 clinical cases with questions and answers Easy to read,
understandable format Includes numerous flow charts, tables, photographs and
illustrations Separate chapter dedicated to definitions of clinical terminologies
Previous edition published in 2010
Ce livre s'adresse aux professionnels et aux étudiants qui ressentent
l'insuffisance d'une définition des services basée sur une vision industrielle de
l'économie. Pour comprendre ce qui est enjeu dans la gestion des services, il
convient de renverser cette vision et de prendre pour référence la relation au
client. Cette nouvelle perspective permet de répondre à la question essentielle :
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comment partir de la valeur perçue par le client afin de la déployer à travers
l'organisation ? Pour aider les responsables à penser leur activité de service de
manière opérationnelle, l'auteur conteste la distinction traditionnelle entre service
et industrie : les services seraient un reliquat (ce qui n'est ni agriculture ni
industrie) sans définition propre, alors qu'ils représenteraient plus des deux tiers
de l'économie des pays développés ! Il propose donc de distinguer entre les
activités d'"avant-scène" et celles d'"arrière-scène", car toute entreprise
comprend une part de services et une part de production. Au cours de
l'expérience d'un service, le client en ressort "transformé" ou trouve une solution.
C'est cette interaction avec le client qu'il s'agit de gérer et de déployer. Cette
approche opérationnelle des activités de service s'applique à toutes les
entreprises, dans tous les secteurs. Elle s'appuie sur de nombreux outils
d'analyse originaux : en particulier, la matrice d'intensité de service et le triangle
des services, dont les trois pointes sont le client, l'entreprise et le personnel de
première ligne.
What happens when the demanding consumers who nearly brought the U.S.
automobile industry to its knees focus the same kinds of pressure on the industry
that represents one-seventh of the U.S. economy—health care? The health
organizations that combine quality, convenience, information, choices, and lower
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costs will be the winners in this revolution. Regina Herzlinger, chaired professor
at the Harvard Business School, distills the facts from the noise surrounding the
one industry whose measures of success are life and death. In a thoroughly
readable, anecdotal style, she pinpoints the drivers of change—the savvy
consumer, the cost-conscious payer, and the rapidly improving technology—that
will revolutionize the American health-care system. This is a must-read for those
in every corner of the immense health-care web. With its strong narrative style,
this is a book that will be read and talked about by everyone concerned about the
future of American health care.
Hundreds of large organizations worldwide have used the groundbreaking
Service Profit Chain to improve business performance. Now The Ownership
Quotient reveals the next generation of the chain: customer and employee
"owners" of your business. Employee-owners exhibit such enthusiasm for their
organization that they infect countless customers with similar satisfaction, loyalty,
and dedication. Customer-owners are in turn so satisfied with their experience
that they relate their stories to others, persuade them to try your product, and
provide constructive criticism and new product ideas. As a new generation of
managers has been changing the way that products and services are designed
and delivered, authors Heskett, Sasser, and Wheeler have followed the evolution
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of this new ownership model. Case studies from companies as diverse as
Harrah's Entertainment, ING Direct, Build-a-Bear Workshop, and Wegmans Food
Markets bring home the central principle of engagement - and showcase ways to
raise the ownership quotient among both your employees and your customers.
With the authors' decades of consulting and research paving the way, you'll learn
to identify your customer-owners; consistently exceed their expectations in ways
they truly appreciate; and foster, measure, and grow the Ownership Quotient
throughout your company. An organization that learns how to cultivate an
ownership attitude creates a self-reinforcing relationship between customers and
front-line employees. The lifetime value of a customer-owner can be equivalent to
that of more than a hundred typical customers. And that makes the lifetime value
of an employee who can promote customer ownership priceless. This powerful
and practical book shows you how to add that value to your company and delight
your employees, customers, and investors. Is your organization ready to make
the transition to an ownership state of mind?
Since the beginning of mankind on Earth, if the "busyness" process was
successful, then some form of benefit sustained it. The fundamentals are
obvious: get the right inputs (materials, labor, money, and ideas); transform them
into highly demanded, quality outputs; and make it available in time to the end
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consumer. Illustrating how operations relate to the rest of the organization,
Production and Operations Management Systems provides an understanding of
the production and operations management (P/OM) functions as well as the
processes of goods and service producers. The modular character of the text
permits many different journeys through the materials. If you like to start with
supply chain management (Chapter 9) and then move on to inventory
management (Chapter 5) and then quality management (Chapter 8), you can do
so in that order. However, if your focus is product line stability and quick
response time to competition, you may prefer to begin with project management
(Chapter 7) to reflect the continuous project mode required for fast redesign rapid
response. Slides, lectures, Excel worksheets, and solutions to short and
extended problem sets are available on the Downloads / Updates tabs. The
project management component of P/OM is no longer an auxiliary aspect of the
field. The entire system has to be viewed and understood. The book helps
students develop a sense of managerial competence in making decisions in the
design, planning, operation, and control of manufacturing, production, and
operations systems through examples and case studies. The text uses analytical
techniques when necessary to develop critical thinking and to sharpen decisionmaking skills. It makes production and operations management (P/OM)
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interesting, even exciting, to those who are embarking on a career that involves
business of any kind.
Este libro resume y sistematiza un trabajo de cinco años de investigación y
debate con directivos de empresas de servicios sobre las causas y
planteamientosque subyacen al éxito empresarial en este sector. La labor
universitaria y deconsultoría de sus aut
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