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Leader & Manager Commitment

e Peopl
Practic

* Workplace design

* Job design

* Employee selection &
development

* Employee rewards &
recognition

* Tools for serving
customers

Adapted from “Putting the Service-Profit Chain to Work” Heskett, et al., -Harvard Business Review, July-August 2008

Service Profit Chain

Engaged Employees = Deliver Great Service
- Resulting in Customer Loyalty & Profits
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X External * Service Concept
"~ Service * Results for Customers
Value
* Service designed and
Customer delivered to meet
| | targeted customers
Satisfaction needs
* Retention
Customer * Repeat business
L oy alty * Referral




