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Y our customers have become increasingly sophisticated and more connected
than ever?broadcasting real-time feedback to a cloud of followers who are
watching your every move. As savvy customers continue to demand more for
less, organizations that choose to rest on their laurels will quickly see their
market share evaporate.

Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying
Service Delighters guides readers on ajourney towards organizational
effectiveness that supports a culture of service excellence. It provides afresh
perspective on how to apply Gemba Walksvisiting the areas where the service
provider interacts directly with the customer?to identify new service delighters
and make a lasting positive impression on customers.

Using an abundance of color pictures and hand-drawn graphics, Robert Petruska
builds on his considerable experience implementing Lean and quality systemsto
demonstrate how to create the infrastructure required for service excellence to
flourish. Presented in an easy-to-follow format that anyone in the service industry
can enjoy, this workbook:

- Shares proven techniques used in Lean manufacturing that can easily be applied
to the service industry

- Guides new employees and veterans alike through ajourney filled with real-life
stories that inspire confidence

- Contains hands-on exercises that allow you to immediately apply the ideas to
your own work

- Includes a CD with innovative "placemats" designed to provide stepping stones
on adevelopment path for your team to achieve a competitive advantage

Filled with real-world examples and stories of service excellence, the book will
help you devel op the counterintuitive thinking needed to discover new sources of
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customer delight. Designed to be used with your entire team, this workbook will
guide your organization, step by step, through a plan for assessing, prioritizing,
and implementing innovative ideas that will lead to unprecedented levels of
service excellence.
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Y our customers have become increasingly sophisticated and more connected than ever?broadcasting real-
time feedback to a cloud of followers who are watching your every move. As savvy customers continue to
demand more for less, organizations that choose to rest on their laurels will quickly see their market share
evaporate.

Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying Service Delighters guides
readers on ajourney towards organizational effectiveness that supports a culture of service excellence. It
provides a fresh perspective on how to apply Gemba Walks?visiting the areas where the service provider
interacts directly with the customer?to identify new service delighters and make alasting positive impression
on customers.

Using an abundance of color pictures and hand-drawn graphics, Robert Petruska builds on his considerable
experience implementing Lean and quality systems to demonstrate how to create the infrastructure required
for service excellence to flourish. Presented in an easy-to-follow format that anyone in the service industry
can enjoy, this workbook:

- Shares proven techniques used in Lean manufacturing that can easily be applied to the service industry

- Guides new employees and veterans alike through ajourney filled with real-life stories that inspire
confidence

- Contains hands-on exercises that allow you to immediately apply the ideas to your own work

- Includes a CD with innovative "placemats’ designed to provide stepping stones on a devel opment path for
your team to achieve a competitive advantage

Filled with real-world examples and stories of service excellence, the book will help you develop the
counterintuitive thinking needed to discover new sources of customer delight. Designed to be used with your
entire team, this workbook will guide your organization, step by step, through a plan for assessing,
prioritizing, and implementing innovative ideas that will lead to unprecedented levels of service excellence.
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Editorial Review
About the Author

Robert (Bob) Petruska is an independent consultant who helps organizations identify and remove barriers
that prevent employees from delivering an exceptional customer experience. He has experiencein the
aerospace, automotive, healthcare, food, office, and service industries. Bob likes to take teams on a fun-filled
journey where passion for improvement meets innovative best practices. Teams take pride in creating their
own success blueprints, and then rapidly implement positive changes to realize their desired future states.
Organizational energy spreads as age-old issues are quickly addressed, and new opportunities emerge as
more and more people join in the fun.

Baob is an avid presenter whose energy and enthusiasm is contagious, as evident by positive participant
feedback. He also holds a Bachelor of Science in industrial technology and a Master of Sciencein
manufacturing systems from Southern Illinois University. Bob is a senior member of the American Society
for Quality (ASQ), and isa Certified Six Sigma Black Belt.

Users Review
From reader reviews:
Joshua Montgomery:

The e-book untitled Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying Service
Delightersis the book that recommended to you to learn. Y ou can see the quality of the guide content that
will be shown to you. The language that publisher use to explained their way of doing something is easily to
understand. The copy writer was did alot of research when write the book, to ensure the information that
they share to you personally is absolutely accurate. Y ou also could get the e-book of Gemba Walks for
Service Excellence: The Step-by-Step Guide for Identifying Service Delighters from the publisher to make
you alot more enjoy freetime.

JamesLightle:

Do you have something that that suits you such as book? The reserve lovers usually prefer to opt for book
like comic, brief story and the biggest an example may be novel. Now, why not attempting Gemba Walks for
Service Excellence: The Step-by-Step Guide for Identifying Service Delighters that give your entertainment
preference will be satisfied by reading this book. Reading practice all over the world can be said as the
opportunity for people to know world far better then how they react towards the world. It can't be said
constantly that reading behavior only for the geeky particular person but for al of you who wants to possibly
be success person. So, for al you who want to start reading as your good habit, it is possible to pick Gemba
Walksfor Service Excellence: The Step-by-Step Guide for Identifying Service Delighters become your own
personal starter.
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Muriel Colvard:

Reading a book to be new life stylein this calendar year; every people loves to examine a book. When you
examine a book you can get alots of benefit. When you read ebooks, you can improve your knowledge, due
to the fact book has alot of information onto it. The information that you will get depend on what types of
book that you have read. If you would like get information about your examine, you can read education
books, but if you want to entertain yourself you can read afiction books, these kinds of us novel, comics, and
soon. The Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying Service Delighters
provide you with a new experience in studying a book.

Shirley Davenport:

Beside this specific Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying Service
Delightersin your phone, it could possibly give you away to get more close to the new knowledge or info.
The information and the knowledge you are going to got hereis fresh from the oven so don't be worry if you
feel like an old people live in narrow commune. It is good thing to have Gemba Walks for Service
Excellence: The Step-by-Step Guide for Identifying Service Delighters because this book offersto you
readable information. Do you sometimes have book but you would not get what it's facts concerning. Oh
come on, that will not end up to happen if you have this with your hand. The Enjoyable agreement here
cannot be questionable, just like treasuring beautiful island. Techniques you still want to missthat? Find this
book and also read it from at this point!
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