SERVICE OPERATIONS
MANAGEMENT

Improving Service Delivery

Rabert Johnston
Graham Clark
Michael Shulver

Service Operations Management: Improving
Service Delivery (4th Edition)

By Robert Johnston, Graham Clark, Michael Shulver

Read Online ©

Service Operations Management: I mproving Service Delivery (4th Edition)
By Robert Johnston, Graham Clark, Michael Shulver

This international market-leading book, aimed at both students and practising
managers, provides a comprehensive and balanced introduction to service
operations management. Building on the basic principles of operations
management, the authors examine the operations decisions that managers facein
controlling their resources and delivering services to their customers.
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Editorial Review
From the Back Cover

Thisinternational market-leading book, aimed at both students and practising managers, provides a
comprehensive and balanced introduction to service operations management. Building on the basic principles
of operations management, the authors examine the operations decisions that managers face in controlling
their resources and delivering services to their customers.

Combining a unique practical approach with a detailed theoretical underpinning, the authors provide tools,
frameworks and techniques for operational analysis and improvement and set operations management within
the wider business context, bringing a valuable 'real world' perspective to this growing area.

Each chapter includes definitions of key terms, real-world examples and case studies with exercises,
guestions to test both understanding and application together with recommended further reading and
suggested web sites to deepen your knowledge.

New features for this 4th edition include:
A new 17 chapter structure

A practical focuson ‘how to’ deal with the key issues and challenges facing service operations
managers

A new chapter on the customer experience

A new chapter on driving continuous improvement
A new chapter on learning from other operations
A new chapter on world-class service

Six new end of chapter case exercises

A new full-colour design

Service Operations Management is an invaluable guide to students and managers confronting operational
issues in service management, whether from a general management perspective or focused in specific
sectors, such as tourism and leisure or business services. This book isideal for undergraduates, postgraduates
or executives wishing to gain a deeper understanding of managing service operations and improving service
delivery.

About the Author

Raobert Johnston is Professor of Operations Management at Warwick Business School.



Graham Clarkis Senior Lecturer in Operations Management at Cranfield School of Management and
Director of the Executive MBA Programme.

Michael Shulver isa Senior Teaching Fellow in the Operations Management Group at Warwick Business
School where he is the Academic Director of the School’s BSc in Management.

Users Review
From reader reviews:
Ramiro Alvarez;

This Service Operations Management: Improving Service Delivery (4th Edition) book is not ordinary book,
you have after that it the world isin your hands. The benefit you get by reading this book isinformation
inside this e-book incredible fresh, you will get data which is getting deeper anyone read alot of information
you will get. This particular Service Operations Management: Improving Service Delivery (4th Edition)
without we recognize teach the one who studying it become critical in imagining and analyzing. Don't
become worry Service Operations Management: Improving Service Delivery (4th Edition) can bring
whenever you are and not make your tote space or bookshelves' turn into full because you can have it with
your lovely laptop even cell phone. This Service Operations Management: Improving Service Delivery (4th
Edition) having good arrangement in word aong with layout, so you will not truly feel uninterested in
reading.

Brenda Lee:

As people who live in the particular modest era should be upgrade about what going on or data even
knowledge to make these individual s keep up with the era and that is always change and move forward.
Some of you maybe will certainly update themselves by studying books. It is a good choice for yourself but
the problems coming to you actually is you don't know which you should start with. This Service Operations
Management: Improving Service Delivery (4th Edition) is our recommendation so you keep up with the
world. Why, because this book serves what you want and want in this era.

Brenda Burrows:

The reason? Because this Service Operations Management: Improving Service Delivery (4th Edition) isan
unordinary book that the inside of the book waiting for you to snap the idea but latter it will zap you with the
secret the item inside. Reading this book alongside it was fantastic author who also write the book in such
amazing way makes the content inside easier to understand, entertaining way but still convey the meaning
entirely. So, itisgood for you for not hesitating having this ever again or you going to regret it. This
excellent book will give you alot of benefits than the other book include such as help improving your talent
and your critical thinking way. So, still want to hesitate having that book? If | had been you | will go to the
reserve store hurriedly.



TaraWinston:

Areyou kind of stressful person, only have 10 or maybe 15 minute in your morning to upgrading your mind
expertise or thinking skill also analytical thinking? Then you are receiving problem with the book in
comparison with can satisfy your short time to read it because all thistime you only find guide that need
more time to be go through. Service Operations Management: Improving Service Delivery (4th Edition) can
be your answer mainly because it can be read by you actually who have those short time problems.
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