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The authors argue that lean production should be driven by the desire to achieve
optimal customer service by sensing and responding to the customer. The
customer is at the centre of the process and the organisation needs to respond in a
holistic way so that the customer can impact on the design and delivery of
products and processes. The book is based upon substantial research and practice
by leading practitioners and heralds a paradigm shift in thinking on these issues.
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The authors argue that lean production should be driven by the desire to achieve optimal customer service by
sensing and responding to the customer. The customer is at the centre of the process and the organisation
needs to respond in a holistic way so that the customer can impact on the design and delivery of products and
processes. The book is based upon substantial research and practice by leading practitioners and heralds a
paradigm shift in thinking on these issues.
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Editorial Review

Review

'Sense and Respond is a key approach that overlays the supply of Managed Services. It inevitably increases
value for our customers beyond that of traditional service delivery.' - Tsuneo Kato, Group VP of Global
Services, Service Business Group, Fujitsu Limited

'Sense and Respond is a radical departure for the entire service sector, a dramatic shift in thinking that could
revolutionise services in the same way as Six-Sigma and TQM transformed the world of production.
Congratulations for this brilliant contribution - we will all benefit immeasurably.' - Roger Camrass , Director,
Business Transformation Group, Fujitsu

'...this pioneering approach demonstrates just what can be achieved from being truly customer-focused. The
real significance of the authors' work is that it starts by understanding what the customer is trying to
achieve...customer purpose...rather than from customer satisfaction or even customer delight.' - Professor
Daniel T. Jones, Chairman, Lean Enterprise Academy

'In reality, this is a culture change on a massive scale in which learning is seen as central to business success.
This approach transforms thinking behind the delivery of service, knowledge and innovation in
organisations.' - Dr Joel Cutcher-Gershenfeld, Senior Research Scientist, MIT Sloan School of Management

About the Author
STEPHEN PARRY has extensive experience in the areas of customer service strategy, proposition
development, organisational development, business process alignment, technology introduction, change and
turnaround management. Over the last nine years he has developed an innovative approach to rapidly
transforming and managing service centre operations called Sense and Respond, which combines the most
beneficial elements of System Thinking, Lean Service and Transformational Leadership. This approach was
adopted by Fujitsu who appointed Stephen as Head of Corporate Services. In 2001 he was awarded both the
European Call Centre of the Year award for Innovation and Creativity and the European Call Centre of the
Year award for best people development programme. He regularly lectures at leading Business Schools
including Cambridge-MIT Institute, Aston Business School and Cranfield School of Management.

SUE BARLOW has worked in the retail and distribution industry and the IT Infrastructure Services business.
Her expertise is in the field of Strategic Consultancy, specialising in organisational transformation and
development across all business sectors. She co-developed the leading approach called Sense and Respond
which was awarded the Best Customer Service Strategy award 2003 in the National UK Business Awards
and also received the 2001 European Call Centre of the Year award for Innovation and Creativity and the
Best People Development Programme. She is an influential leader in the field of organisational development
and change management and is a member of IMD in Lausanne, Switzerland.

MIKE FAULKNER is an experienced writer who has contributed to all forms of printed media including
books, newspapers and magazines. He is a regular writer for the Institute of Professional Sales. He has
designed and implemented several in-depth benchmarking studies for organisations and was instrumental in
the formation of the Customer Technology Association



Users Review

From reader reviews:

Deborah Lake:

Nowadays reading books are more than want or need but also turn into a life style. This reading routine give
you lot of advantages. The benefits you got of course the knowledge your information inside the book that
will improve your knowledge and information. The info you get based on what kind of e-book you read, if
you want send more knowledge just go with schooling books but if you want feel happy read one having
theme for entertaining like comic or novel. The particular Sense and Respond: The Journey to Customer
Purpose is kind of publication which is giving the reader unpredictable experience.

Terry Carr:

Do you have something that you prefer such as book? The reserve lovers usually prefer to choose book like
comic, small story and the biggest the first is novel. Now, why not striving Sense and Respond: The Journey
to Customer Purpose that give your satisfaction preference will be satisfied by simply reading this book.
Reading behavior all over the world can be said as the way for people to know world considerably better
then how they react toward the world. It can't be explained constantly that reading routine only for the geeky
particular person but for all of you who wants to be success person. So , for all of you who want to start
reading as your good habit, you are able to pick Sense and Respond: The Journey to Customer Purpose
become your personal starter.

Lawrence Richardson:

Are you kind of active person, only have 10 or perhaps 15 minute in your moment to upgrading your mind
skill or thinking skill perhaps analytical thinking? Then you are receiving problem with the book when
compared with can satisfy your short period of time to read it because this time you only find book that need
more time to be learn. Sense and Respond: The Journey to Customer Purpose can be your answer mainly
because it can be read by anyone who have those short time problems.

Walter Harman:

Do you like reading a e-book? Confuse to looking for your best book? Or your book seemed to be rare? Why
so many issue for the book? But almost any people feel that they enjoy with regard to reading. Some people
likes reading, not only science book and also novel and Sense and Respond: The Journey to Customer
Purpose or perhaps others sources were given know-how for you. After you know how the good a book, you
feel need to read more and more. Science guide was created for teacher as well as students especially. Those
books are helping them to increase their knowledge. In some other case, beside science guide, any other
book likes Sense and Respond: The Journey to Customer Purpose to make your spare time far more colorful.
Many types of book like this.



Download and Read Online Sense and Respond: The Journey to
Customer Purpose By Sue Barlow, Stephen Parry, Mike Faulkner
#0W178X5MYGI



Read Sense and Respond: The Journey to Customer Purpose By
Sue Barlow, Stephen Parry, Mike Faulkner for online ebook

Sense and Respond: The Journey to Customer Purpose By Sue Barlow, Stephen Parry, Mike Faulkner Free
PDF d0wnl0ad, audio books, books to read, good books to read, cheap books, good books, online books,
books online, book reviews epub, read books online, books to read online, online library, greatbooks to read,
PDF best books to read, top books to read Sense and Respond: The Journey to Customer Purpose By Sue
Barlow, Stephen Parry, Mike Faulkner books to read online.

Online Sense and Respond: The Journey to Customer Purpose By Sue Barlow, Stephen
Parry, Mike Faulkner ebook PDF download

Sense and Respond: The Journey to Customer Purpose By Sue Barlow, Stephen Parry, Mike Faulkner
Doc

Sense and Respond: The Journey to Customer Purpose By Sue Barlow, Stephen Parry, Mike Faulkner Mobipocket

Sense and Respond: The Journey to Customer Purpose By Sue Barlow, Stephen Parry, Mike Faulkner EPub

0W178X5MYGI: Sense and Respond: The Journey to Customer Purpose By Sue Barlow, Stephen Parry, Mike Faulkner


