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Your 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 a journey 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 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 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 a journey 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 development 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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From reader reviews:

Jimmy Hicks:

In this 21st centuries, people become competitive in each and every way. By being competitive now, people
have do something to make these survives, being in the middle of typically the crowded place and notice
simply by surrounding. One thing that oftentimes many people have underestimated the item for a while is
reading. Sure, by reading a reserve your ability to survive improve then having chance to stand than other is
high. For you who want to start reading a new book, we give you this particular Gemba Walks for Service
Excellence: The Step-by-Step Guide for Identifying Service Delighters book as beginning and daily reading
guide. Why, because this book is greater than just a book.

Ruth Graham:

Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying Service Delighters can be one
of your starter books that are good idea. Most of us recommend that straight away because this book has
good vocabulary that can increase your knowledge in vocabulary, easy to understand, bit entertaining but
nonetheless delivering the information. The article writer giving his/her effort to get every word into joy
arrangement in writing Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying
Service Delighters but doesn't forget the main position, giving the reader the hottest and based confirm
resource info that maybe you can be one among it. This great information can certainly drawn you into fresh
stage of crucial contemplating.

Geraldine Moreno:

Do you one of the book lovers? If so, do you ever feeling doubt while you are in the book store? Try to pick
one book that you just dont know the inside because don't ascertain book by its handle may doesn't work this
is difficult job because you are scared that the inside maybe not since fantastic as in the outside search likes.
Maybe you answer might be Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying
Service Delighters why because the excellent cover that make you consider with regards to the content will
not disappoint you. The inside or content is fantastic as the outside or maybe cover. Your reading sixth sense
will directly assist you to pick up this book.

Rosa Crowe:

Don't be worry for anyone who is afraid that this book will probably filled the space in your house, you can
have it in e-book means, more simple and reachable. This kind of Gemba Walks for Service Excellence: The
Step-by-Step Guide for Identifying Service Delighters can give you a lot of close friends because by you
looking at this one book you have issue that they don't and make a person more like an interesting person.
That book can be one of a step for you to get success. This e-book offer you information that might be your
friend doesn't recognize, by knowing more than additional make you to be great men and women. So , why
hesitate? Let's have Gemba Walks for Service Excellence: The Step-by-Step Guide for Identifying Service



Delighters.
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