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Advance praise for Service Innovation:

"To the CEOs of all service companies I deal with: READ THIS BOOK!" -- Dave
Wascha, senior director, Bing Product Management, Microsoft Corporation

"Lance Bettencourt deftly blends his academic and consulting experience to
provide an example-rich, readable, practical, and innovative discussion of
service innovation." -- Leonard Berry, coauthor of Management Lessons from
Mayo Clinic

"Provides the robust framework to design services that unlock growth
opportunities for every business." -- Lance Reschke, vice president, Ceridian
Corporation

"The tools and guidance in this book will inspire companies, small and large, to
create effective and innovative services that are desperately needed." -- Mary Jo
Bitner, Ph.D., W. P. Carey School of Business, Arizona State University, and
coauthor of Services Marketing: Integrating Customer Focus Across the Firm

"Cracks the code from the fuzzy front end through the complete life cycle of
Service Innovation." -- Angelo Rago, division vice president, Global Customer
Services, Abbott Medical Optics

"Filled with rich examples of how firms can innovate service through helping
customers get jobs done." -- Stephen W. Brown, Ph.D., W. P. Carey School of
Business, Arizona State University

"Any leader intent on providing distinctive value to customers must read Service
Innovation." -- Michael Reynolds, staff vice president, Commercial Marketing,
WellPoint, Inc.

If there’s one truism about the service sector, it's that businesses don't succeed by
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inventing a better mousetrap; they succeed by finding the best, most cost-
effective way to get rid of their customers' mice.

In industries ranging from heavy machinery to health care to financial services to
consumer goods, service innovation is helping businesses find new revenue
streams--and enhance existing ones--by satisfying their customer's need to get
things done.

Few understand this better than Lance Bettencourt, a strategy adviser at Strategyn
and a leading educator in management innovation consulting. And in Service
Innovation, Bettencourt gives a master's class on the art and science of creating
breakthrough service products.

True service innovation demands that you shift the focus away from the solution
and back to the customer. To achieve this shift in your business--one that takes
you from making educated guesses to building a clear model to guide service
innovation--Bettencourt instructs on the finer points of how to rethink your
approach to the customer's needs: how the customer defines value in a product or
service.

Bettencourt mines nearly 20 years' experience in teaching and advising clients
with service- and product-dominant businesses to demonstrate proven ways you
can build, streamline, and focus your company's service product innovation
processes.

Among the numerous key ideas and practices are:

Insight on understanding the different types of clients you serve?and how your●

products deliver value to them
Ways to design specific frameworks for discovering service innovation●

opportunities for new, improved, and supplementary service products
Practical guidance on staying focused on the "fuzzy front end" of service●

innovation
The fundamental elements of a winning service strategy●

Finding new ways to help people solve problems and get things done is why
there are goods and services in the first place. And in Service Innovation, Lance
Bettencourt fills a vital need by delivering the essential guide that can put your
business on the latest frontier of value creation.
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Advance praise for Service Innovation:

"To the CEOs of all service companies I deal with: READ THIS BOOK!" -- Dave Wascha, senior director,
Bing Product Management, Microsoft Corporation

"Lance Bettencourt deftly blends his academic and consulting experience to provide an example-rich,
readable, practical, and innovative discussion of service innovation." -- Leonard Berry, coauthor of
Management Lessons from Mayo Clinic

"Provides the robust framework to design services that unlock growth opportunities for every business." --
Lance Reschke, vice president, Ceridian Corporation

"The tools and guidance in this book will inspire companies, small and large, to create effective and
innovative services that are desperately needed." -- Mary Jo Bitner, Ph.D., W. P. Carey School of Business,
Arizona State University, and coauthor of Services Marketing: Integrating Customer Focus Across the Firm

"Cracks the code from the fuzzy front end through the complete life cycle of Service Innovation." -- Angelo
Rago, division vice president, Global Customer Services, Abbott Medical Optics

"Filled with rich examples of how firms can innovate service through helping customers get jobs done." --
Stephen W. Brown, Ph.D., W. P. Carey School of Business, Arizona State University

"Any leader intent on providing distinctive value to customers must read Service Innovation." -- Michael
Reynolds, staff vice president, Commercial Marketing, WellPoint, Inc.

If there’s one truism about the service sector, it's that businesses don't succeed by inventing a better
mousetrap; they succeed by finding the best, most cost-effective way to get rid of their customers' mice.

In industries ranging from heavy machinery to health care to financial services to consumer goods, service
innovation is helping businesses find new revenue streams--and enhance existing ones--by satisfying their
customer's need to get things done.

Few understand this better than Lance Bettencourt, a strategy adviser at Strategyn and a leading educator in
management innovation consulting. And in Service Innovation, Bettencourt gives a master's class on the art
and science of creating breakthrough service products.

True service innovation demands that you shift the focus away from the solution and back to the customer.
To achieve this shift in your business--one that takes you from making educated guesses to building a clear
model to guide service innovation--Bettencourt instructs on the finer points of how to rethink your approach
to the customer's needs: how the customer defines value in a product or service.



Bettencourt mines nearly 20 years' experience in teaching and advising clients with service- and product-
dominant businesses to demonstrate proven ways you can build, streamline, and focus your company's
service product innovation processes.

Among the numerous key ideas and practices are:

Insight on understanding the different types of clients you serve?and how your products deliver value to●

them
Ways to design specific frameworks for discovering service innovation opportunities for new, improved,●

and supplementary service products
Practical guidance on staying focused on the "fuzzy front end" of service innovation●

The fundamental elements of a winning service strategy●

Finding new ways to help people solve problems and get things done is why there are goods and services in
the first place. And in Service Innovation, Lance Bettencourt fills a vital need by delivering the essential
guide that can put your business on the latest frontier of value creation.
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Editorial Review

About the Author
Lance A. Bettencourt, PhD, is aPartner with Service 360 Partners, a consultancy focused on helping
companies excelat service. He is also a Distinguished Marketing Fellow with the Neeley Schoolof Business,
Texas Christian University.

As a consultant, Lance has workedwith many of the world's leading companies to uncover product and
serviceinnovation opportunities, including ADP, Microsoft Corporation,Colgate-Palmolive, Hewlett-Packard
Company, State Farm Insurance, TD BankFinancial Group, and others.

He has also led service andinnovation workshops with executives from hundreds of companies, including
Dunn& Bradstreet, Intel, McDonalds, Ingersoll-Rand Corporation, Marriott,Roche, and the Central
Intelligence Agency.
 
He is the author of severalpapers focused on best practices in service and innovation published in Harvard
Business Review, MIT Sloan Management Review, California Management Review, Business Horizons, and
Marketing Management, as well as severalacademic journals. Prior to consulting, he was a marketing
professor at IndianaUniversity.

Users Review

From reader reviews:

Lorraine Wheat:

Now a day people that Living in the era where everything reachable by talk with the internet and the
resources in it can be true or not require people to be aware of each facts they get. How many people to be
smart in having any information nowadays? Of course the correct answer is reading a book. Looking at a
book can help people out of this uncertainty Information especially this Service Innovation: How to Go from
Customer Needs to Breakthrough Services (Business Books) book because book offers you rich details and
knowledge. Of course the information in this book hundred % guarantees there is no doubt in it you probably
know this.

Sanjuanita Mecham:

A lot of people always spent their particular free time to vacation or maybe go to the outside with them
family or their friend. Did you know? Many a lot of people spent they will free time just watching TV, or
maybe playing video games all day long. If you need to try to find a new activity that is look different you
can read a book. It is really fun to suit your needs. If you enjoy the book that you read you can spent the
entire day to reading a publication. The book Service Innovation: How to Go from Customer Needs to
Breakthrough Services (Business Books) it is extremely good to read. There are a lot of folks that
recommended this book. These were enjoying reading this book. When you did not have enough space to
deliver this book you can buy often the e-book. You can m0ore effortlessly to read this book through your
smart phone. The price is not to cover but this book possesses high quality.



Lorene Williamson:

Do you one of the book lovers? If yes, do you ever feeling doubt if you are in the book store? Make an effort
to pick one book that you just dont know the inside because don't ascertain book by its cover may doesn't
work here is difficult job because you are scared that the inside maybe not while fantastic as in the outside
search likes. Maybe you answer may be Service Innovation: How to Go from Customer Needs to
Breakthrough Services (Business Books) why because the great cover that make you consider in regards to
the content will not disappoint you. The inside or content is usually fantastic as the outside as well as cover.
Your reading 6th sense will directly guide you to pick up this book.

Justin Tapscott:

A lot of publication has printed but it is different. You can get it by online on social media. You can choose
the most effective book for you, science, comedian, novel, or whatever by searching from it. It is identified
as of book Service Innovation: How to Go from Customer Needs to Breakthrough Services (Business
Books). You can include your knowledge by it. Without leaving the printed book, it could possibly add your
knowledge and make you actually happier to read. It is most critical that, you must aware about e-book. It
can bring you from one spot to other place.
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