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unleashes




Book Presentation: Uncommon
Service by Frances Frei and Anne Morriss

Book Abstract

Main idea

Despite the fact delivering great service is an
imperative, it’s not enough simply to demand that your employees
deliver service excellence whenever and wherever they can and then
hope for the best. Instead, you’ve got to design excellence into
the very fabric of your organization. Or put another way, you’ve
got to design your business model so average employees – not just
your exceptional people - deliver excellent service as an everyday
occurrence. Outstanding organizations create offerings, funding
strategies, systems and cultures which set their people up to
excel.

So how do you deliver uncommon service by design?
There are four questions you have to answer:
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Figure out the answers to these four questions
and put the building blocks in place and you have the cornerstones
for delivering uncommon service on an ongoing basis using the
people you have rather than forever relying on service heroes.

About the Author

FRANCES FREI is
professor of service management at Harvard Business School. She has
published dozens of articles based on her research into how
organizations can design and deliver service excellence. She
advises companies and organizations on how to profitably
differentiate on service. She is a graduate of the University of
Pennsylvania and Pennsylvania State University.

ANNE MORRISS is
managing director of the Concire Leadership Institute. For the past
fifteen years, she has worked with companies and governments
throughout the United States and Latin America helping them develop
strategy, leadership and institutional change. She recently
partnered with The World Bank to assist leaders in forty emerging
countries to increase local entrepreneurship and innovation. She is
a graduate of Brown University and Harvard Business School.

The Web site for this book is at www.UncommonService.com.

Important Note About This
Ebook

This is a summary and not a critique or a review
of the book. It does not offer judgment or opinion on the content
of the book. This summary may not be organized chapter-wise but is
an overview of the main ideas, viewpoints and arguments from the
book as a whole. This means that the organization of this summary
is not a representation of the book.
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