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Pursuing Perfect Service is a comprehensive and detailed set of instructions on
how to implement Lean and Six Sigma tools and concepts in a variety of
environments. It will provide the solid foundation upon which Lean Sigma tools
can be applied in any service organization. Service providers are continually
processing daily requests and must know how to identify client needs and
expectations, how to best satisfy their needs, and how to do it at the lowest
possible cost. This book is a step-by-step implementation guide for continuous
improvement while creating a solid foundation upon which to build a service
excellence culture. Pursuing Perfect Service also provides insights and examples
on how Information Technology can be used to improve data and information
flow to enhance the overall client experience, while ensuring organizational
profitability. This book has been arranged into four distinct parts. To transform
an organization from a traditional service provider to a Lean Sigma for Service
Excellence provider, it is recommended that the book be followed in order, from
Part One to Part Four. However, it may be useful to review Chapter 10,
Transformation Case Study, as it chronicles one company's journey using this
approach or methodology. The four parts are: Part One. Setting the Foundation
for Lean Sigma for Service Excellence. This part is comprised of two chapters. In
chapter one, the readers will be provided with an overview of service
organizations and why it is critical for them to achieve excellence. This will be
followed by a discussion, in chapter two, of how an organization can achieve
excellence by applying the Lean Sigma methodology. By explaining the basic
tools and concepts of Lean and Six Sigma, understanding how behavior and
change must occur, and determining what measurements and outcomes are
critical, will set the foundation for the Lean Sigma journey. Part Two. Beginning
the Lean Sigma for Service Excellence Journey. This part is comprised of one
chapter that focuses on the four enablers of Lean Sigma and the steps required to
build a solid foundation. In order for the Lean Sigma initiative to be successful,
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all four enablers need to be actively present within an organization. Part Three.
Deploying the Lean Sigma for Service Excellence Improvement Process. This
part is comprised of five chapters and demonstrates through detailed explanation
of the tools, as well as case study examples, on how the Six Sigma's DMAIC
methodology can be applied in service industries. Creating processes that allow
customer expectations and organizational services to be free of waste will create
the foundation for business success. This will entail obtaining detailed analysis of
current processes, creating standards to adhere to, and balancing workloads
evenly to meet each and every customer demand. This is the heart of Lean Sigma
and will take the most time to implement. Part Four. Putting it All Together to
Achieve and Sustain Lean Sigma for Service Excellence. This part is comprised
of two chapters. The first chapter provides definition and guidance for becoming
a sustainable organization. Sustainability is defined in terms of global impact in
environmental, economic, and social areas. A plan to reduce environmental
impact is often called "becoming green." True sustainability goes beyond the
environmental impact only and also considers economic and social areas. This
chapter defines the Triple Bottom Line for sustainability, and also details some
basic tools for becoming green. The second chapter details an organizational
transformation of a traditional service provider to a Lean Sigma for Service
Excellence organization.
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Pursuing Perfect Service is a comprehensive and detailed set of instructions on how to implement Lean and
Six Sigma tools and concepts in a variety of environments. It will provide the solid foundation upon which
Lean Sigma tools can be applied in any service organization. Service providers are continually processing
daily requests and must know how to identify client needs and expectations, how to best satisfy their needs,
and how to do it at the lowest possible cost. This book is a step-by-step implementation guide for continuous
improvement while creating a solid foundation upon which to build a service excellence culture. Pursuing
Perfect Service also provides insights and examples on how Information Technology can be used to improve
data and information flow to enhance the overall client experience, while ensuring organizational
profitability. This book has been arranged into four distinct parts. To transform an organization from a
traditional service provider to a Lean Sigma for Service Excellence provider, it is recommended that the
book be followed in order, from Part One to Part Four. However, it may be useful to review Chapter 10,
Transformation Case Study, as it chronicles one company's journey using this approach or methodology. The
four parts are: Part One. Setting the Foundation for Lean Sigma for Service Excellence. This part is
comprised of two chapters. In chapter one, the readers will be provided with an overview of service
organizations and why it is critical for them to achieve excellence. This will be followed by a discussion, in
chapter two, of how an organization can achieve excellence by applying the Lean Sigma methodology. By
explaining the basic tools and concepts of Lean and Six Sigma, understanding how behavior and change
must occur, and determining what measurements and outcomes are critical, will set the foundation for the
Lean Sigma journey. Part Two. Beginning the Lean Sigma for Service Excellence Journey. This part is
comprised of one chapter that focuses on the four enablers of Lean Sigma and the steps required to build a
solid foundation. In order for the Lean Sigma initiative to be successful, all four enablers need to be actively
present within an organization. Part Three. Deploying the Lean Sigma for Service Excellence Improvement
Process. This part is comprised of five chapters and demonstrates through detailed explanation of the tools,
as well as case study examples, on how the Six Sigma's DMAIC methodology can be applied in service
industries. Creating processes that allow customer expectations and organizational services to be free of
waste will create the foundation for business success. This will entail obtaining detailed analysis of current
processes, creating standards to adhere to, and balancing workloads evenly to meet each and every customer
demand. This is the heart of Lean Sigma and will take the most time to implement. Part Four. Putting it All
Together to Achieve and Sustain Lean Sigma for Service Excellence. This part is comprised of two chapters.
The first chapter provides definition and guidance for becoming a sustainable organization. Sustainability is
defined in terms of global impact in environmental, economic, and social areas. A plan to reduce
environmental impact is often called "becoming green." True sustainability goes beyond the environmental
impact only and also considers economic and social areas. This chapter defines the Triple Bottom Line for
sustainability, and also details some basic tools for becoming green. The second chapter details an
organizational transformation of a traditional service provider to a Lean Sigma for Service Excellence
organization.
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Editorial Review

Review
A very thorough and extensive explanation and practical use of the main Lean Six Sigma tools. We found
some new and interesting concepts in this book. We will be using Pursuing Perfect Service for all our Lean
Sigma training of Green and Black Belts as well as the process owners that have improvement projects.
Great addition to our Lean Sigma knowledge base. --Alex Goodwin, Senior Advisor and Consultant, IDS,
Inc.

A great beginning for any service organization. It's not as difficult as it seems. Good, solid information and
the case studies are very helpful. --Judy Vorhees, Director, Continuous Improvement, UA, Inc

About the Author
Rob Ptacek is President and CEO of Competitive Edge Training and Consulting, a rm specializing in leader
and organizational development, and Lean Enterprise transformations. He holds an engineering degree from
Michigan Technological University, and Masters of Management from Aquinas College. Mr. Ptacek is an
adjunct instructor of Management Principles, Total Quality Management, and Lean Champion Certication.
He has extensive experience implementing continuous improvements in a variety of industries in North
America, Asia, and Europe. Dr. Jaideep Motwani is Chair and Professor of Management at the Seidman
College of Business, Grand Valley State University since 2000. Since completing his Ph.D. in 1990, Jaideep
has co-authored a dozen books and published more than 170 articles in prestigious national and international
journals. He appears in several Who s Who in the World publications annually and is the recipient of the
Michigan Outstanding Educator s Award granted by the Governor of Michigan. Jaideep is also an active
global consultant and trainer for several multinational corporations.

Users Review

From reader reviews:

Kathy Woodward:

What do you in relation to book? It is not important along? Or just adding material when you really need
something to explain what your own problem? How about your extra time? Or are you busy person? If you
don't have spare time to perform others business, it is make you feel bored faster. And you have spare time?
What did you do? Everybody has many questions above. They have to answer that question since just their
can do that will. It said that about e-book. Book is familiar in each person. Yes, it is proper. Because start
from on jardín de infancia until university need this specific Lean Six Sigma for Service - Pursuing Perfect
Service - Using a Practical Approach to Lean Six Sigma to Improve the Customer Experience and Reduce
Costs in Service Industries to read.

Bruno Reed:

This Lean Six Sigma for Service - Pursuing Perfect Service - Using a Practical Approach to Lean Six Sigma
to Improve the Customer Experience and Reduce Costs in Service Industries are reliable for you who want to



certainly be a successful person, why. The main reason of this Lean Six Sigma for Service - Pursuing Perfect
Service - Using a Practical Approach to Lean Six Sigma to Improve the Customer Experience and Reduce
Costs in Service Industries can be one of several great books you must have is definitely giving you more
than just simple studying food but feed you actually with information that probably will shock your prior
knowledge. This book is usually handy, you can bring it everywhere you go and whenever your conditions
both in e-book and printed types. Beside that this Lean Six Sigma for Service - Pursuing Perfect Service -
Using a Practical Approach to Lean Six Sigma to Improve the Customer Experience and Reduce Costs in
Service Industries giving you an enormous of experience for instance rich vocabulary, giving you tryout of
critical thinking that we know it useful in your day pastime. So , let's have it and revel in reading.

Sunny Lopez:

This book untitled Lean Six Sigma for Service - Pursuing Perfect Service - Using a Practical Approach to
Lean Six Sigma to Improve the Customer Experience and Reduce Costs in Service Industries to be one of
several books in which best seller in this year, honestly, that is because when you read this e-book you can
get a lot of benefit onto it. You will easily to buy this book in the book retailer or you can order it by using
online. The publisher on this book sells the e-book too. It makes you quickly to read this book, because you
can read this book in your Touch screen phone. So there is no reason for your requirements to past this
publication from your list.

Kristy Moore:

Many people spending their time by playing outside using friends, fun activity using family or just watching
TV all day every day. You can have new activity to shell out your whole day by studying a book. Ugh, ya
think reading a book will surely hard because you have to accept the book everywhere? It ok you can have
the e-book, bringing everywhere you want in your Touch screen phone. Like Lean Six Sigma for Service -
Pursuing Perfect Service - Using a Practical Approach to Lean Six Sigma to Improve the Customer
Experience and Reduce Costs in Service Industries which is finding the e-book version. So , try out this
book? Let's observe.
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