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How to design and market services to create outstanding customer experiences

Service design thinking is the designing and marketing of services that improve the customer experience, and
the interactions between the service providers and the customers. If you have two coffee shops right next to
each other, and each sell the exact same coffee at the exact same price, service design is what makes you
walk into one and not the other. Maybe one plays music and the other doesn't. Maybe one takes credit cards
and the other is cash only. Maybe you like the layout of one over the other, or one has more comfortable
seating. Maybe the staff at one is friendlier, or draws fun shapes on the top of their lattes. All of these
nuances relate to service design.

This Is Service Design Thinking combines the knowledge of twenty-three international authors and even
more online contributors from the global service design community and is divided into three sections:

Basics: outlines service design thinking along five basic principles●

Tools: describing a variety of tools and methods used in Service Design Thinking●

Cases: vivid examples for the introduced fundamentals with real-life case studies from 5 companies that●

did inspiring projects within the field of Service Design

At the end, a one-page "Customer Journey Canvas" is included, which can be used to quickly sketch any
service on a single sheet of paper—capturing different stakeholder concerns: e.g. customers, front-line staff
and management.
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From reader reviews:

David Williams:

Do you have favorite book? When you have, what is your favorite's book? Guide is very important thing for
us to know everything in the world. Each publication has different aim or perhaps goal; it means that book
has different type. Some people truly feel enjoy to spend their a chance to read a book. These are reading
whatever they have because their hobby will be reading a book. How about the person who don't like reading
through a book? Sometime, man or woman feel need book whenever they found difficult problem or even
exercise. Well, probably you will need this This is Service Design Thinking: Basics, Tools, Cases.

Leonel Burton:

Hey guys, do you wishes to finds a new book to study? May be the book with the title This is Service Design
Thinking: Basics, Tools, Cases suitable to you? Often the book was written by renowned writer in this era.
Typically the book untitled This is Service Design Thinking: Basics, Tools, Casesis the main one of several
books that everyone read now. That book was inspired many men and women in the world. When you read
this book you will enter the new shape that you ever know prior to. The author explained their plan in the
simple way, and so all of people can easily to recognise the core of this book. This book will give you a lot
of information about this world now. In order to see the represented of the world with this book.

Adrian Johnson:

Your reading 6th sense will not betray an individual, why because this This is Service Design Thinking:
Basics, Tools, Cases book written by well-known writer who really knows well how to make book which
might be understand by anyone who else read the book. Written with good manner for you, dripping every
ideas and composing skill only for eliminate your hunger then you still uncertainty This is Service Design
Thinking: Basics, Tools, Cases as good book not simply by the cover but also by the content. This is one
publication that can break don't assess book by its handle, so do you still needing an additional sixth sense to
pick this kind of!? Oh come on your reading through sixth sense already alerted you so why you have to
listening to one more sixth sense.

Joyce Williams:

Many people spending their time by playing outside having friends, fun activity along with family or just
watching TV the entire day. You can have new activity to enjoy your whole day by studying a book. Ugh,
you think reading a book really can hard because you have to accept the book everywhere? It fine you can
have the e-book, taking everywhere you want in your Smartphone. Like This is Service Design Thinking:
Basics, Tools, Cases which is finding the e-book version. So , try out this book? Let's see.
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