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Operating Strategy and
Service Delivery System

Service Profit Chain

Employee | |

» retention |

Employee

Internal
Employee
Service

satisfaction &
quality

» productivity ‘ |

* Workplace design

* Job design

*Employee selection and development
*Employee rewards and recognition
* Tools for serving customers

External
Service

value

*Service concept:

Results for customers

T

Revenue

—#  Growth

Customer )
Customer loyalty

satisfaction

Profitability |

*Retention

* Repeat business

* Referral

* Service designed and
Delivered to meet

Targeted customers’ needs
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