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The Links in the Service-Profit Chain

Operating Strategy and

Service Delivery System
1 1 { 2 R
(
Employee Revenue
v ™| Retention T Growth
Internal External
" Employes I . Customer Customer
Service - - S| Service |l . ; * Lo
Quality Satisfaction Value Satisfaction 'i::lt'h"
r Employes 1 A
-¥ Productivity N Profitability
. BE =
7 —
NES=| F|2$
Dworkplace design O serice concept: O retention
O job design results for custamers L repeat business
D employves salaction O referral
and developmeant
Cemployves rewards

and recognition [ sarvice designed and dalivered to
D toals for serving customers meet targeted customers’ needs
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