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Improving service quality has ﬁnally become a top priority of management today, yet according to
service quality expert Leonard Berry only a handful of companies have managed to determine exactly what to improve and how to improve it. For the past two years, Berry studied dozens of companies of all sizes renowned for their capacity to deliver what they promise and more. From his on-site
observation of the strategies and practices of such companies as Mary Kay Cosmetics, Tattered Cover Book Store, Longo Toyota & Lexus, Lakeland Regional Medical Center, and Hard Rock Cafe, Berry
has constructed a dynamic new framework for improving service. This framework provides a
roadmap for implementation found nowhere else in the service quality literature. In every chapter
Berry draws on his twelve years of research in service quality to explain each part of the framework
in detail. He provides rich insights and inspiring examples of great service -- including numerous examples unique to this book as well as the classic success stories of USAA, Taco Bell, and many more.
Berry shows that a company must (1) develop service leadership skills and values -- a concept substantially diﬀerent from developing general leadership; (2) build a service quality information system;
and (3) create a comprehensive service strategy based on the four principles of great service: reliability, surprise, recovery, and fairness. He demonstrates how these four principles, when adopted by
the leadership and infused into the systems of a service company, are the building blocks of the
framework and form the anchor for implementation. Berry shows how the "artistry" of great service
can be systematically created from this foundation through a company's organizational structure,
technology, and often under utilized human resources assets. He challenges service managers to set
their service quality aspirations higher, and his innovative, practical ideas will help them achieve
those higher standards. Linking service excellence to value creation, Berry provides solid ﬁnancial
reasons for the necessity of great service. Here, at last, is the book for which managers in every service industry have waited: Leonard Berry's "operating manual" for turning plans for great service into action.
Set in Nigeria, amid the scenes of everyday racketeering and general disquiet, the police try to clear
the area of undesirables, as a traditional wedding between two illustrious and ambitious families is
about to take place. This play is by Nobel Prize-winner Wole Soyinka.
Meet the members of the Sunset Club: Pandit Preetam Sharma, Nawab Barkatullah Baig and Sardar
Boota Singh. Friends for over forty years, they are now in their eighties. And every evening, at the
sunset hour, they sit together on a bench in Lodhi Gardens to exchange news and views on the
events of the day, talking about everything from love, lust, sex and scandal to religion and politics.
As he follows a year in the lives of the three men—from January 26 2009 to January 26 2010—Khushwant Singh brings his characters vibrantly to life, with his piquant portrayals of their fantasies and
foibles, his unerring ear for dialogue and his genius for capturing the ﬂavour and texture of everyday
life in their households. Interwoven with this compelling human story is another chronicle – of a year
in the life of India, as the country goes through the cycle of seasons, the tumult of general elections,
violence, natural disasters and corruption in high places. In turn ribald and lyrical, poignant and profound, The Sunset Club is a deeply moving exploration of friendship, sexuality, old age and inﬁrmity;
a joyous celebration of nature; an insightful portrait of India’s paradoxes and complexities. A masterpiece from one of India’s most-loved storytellers, The Sunset Club will have you in tears and laughter, and grip you from the ﬁrst page to the last.
"A Twentieth Century Fund report.""A Wiley-Interscience publication." Includes bibliographical references and index.
This collection of thirteen essays examines sociolinguistic phenomena in a wide variety of marginal
environments, providing both an overview of globalizaiton on the margins and a foundation for an expanded understanding of the processes of linguistic and cultural changes at work in these settings.
Taking an expansive conceptual view of margins, the volume is organized in three parts, looking at
examples of marginal spaces in the nation-state, in online environments, and in the peripheries of urban locations, globally to call attention to new and changing discursive genres, patterns, practices,
and identities emerging in these spaces as a result of contemporary mobilities, the evolving global
economy, and socio-political changes. With previous research previously conﬁned to the study of
globalization in urban areas, this volume opens the door for further research on the complex sociolinguistic processes resulting from globalization on the margins, making this an ideal resource for students and scholars in sociolinguistics, globalization and heritage studies, new media, anthropology,
and cultural studies.
Set in IIT, in the early '90s, Five Point Someone portrays the lives of the protagonist Hari and his two
friends Ryan and Alok. It explores the darker side of IIT, one in which students- having worked for
years to make it into the institute-struggle to maintain their grades, keep their friends and have
some kind of life outside studies.
The ebook edition of this title is Open Access, thanks to Knowledge Unlatched funding, and freely
available to read online. The book extends the discussion on human dignity to its practical applications, maps out strategic approaches for responding to turbulent markets, and drills moral skills for
taming current turbulent markets.
The center of gravity in the technology world has shifted east. Today, India and China are churning
out some of the worlds best-trained computer science and electrical engineering graduates. In both
countries, consumer classes and domestic markets for technology have ballooned. Western high-tech ﬁrms are increasingly sourcing their products assembly from India and China and the innovation that drives those products. Meanwhile, indigenous Indian and Chinese companies are creating intellectual property and innovations that will compete with those same Western companies.In IT and
the East, James M. Popkin and Partha Iyengar examine the vital questions these developments raise:
Whats the long-term impact of high-tech outsourcing? How will innovation be managed in the future? Can Western ﬁrms compete in Asian markets while protecting key intellectual property? Will
the innovation engine inexorably shift east? What would such a shift mean for Western countries currently driving innovation? The authors also discuss the emerging alliances between Indian and Chinese technology companies and outline the implications for Western businesses.Filled with extensive interviews with high-level executives, government oﬃcials, and academics from around the
world, IT and the East is the ﬁrst book to articulate the challenges that new business scenarios and
capabilities in India and China pose for Western technology ﬁrms.
Comprehensive assessment of networked readiness, covering eighty-two of the leading economies
of the world.

Discusses companies that successfully and creatively integrated such social issues as child and elder
care, the environment, and employee empowerment with proﬁtable business practices
Named one of the "Best Books on Innovation, 2008" by BusinessWeek magazine From the greatest
minds in business today comes a groundbreaking new blueprint for executing the next stage of customer-created value. C.K. Prahalad, the world's premier business thinker, and IT scholar M.S. Krishnan unveil the critical missing link in connecting strategy to execution--building organizational capabilities that allow companies to achieve and sustain continuous change and innovation. The New Age
of Innovation reveals that the key to creating value and the future growth of every business depends
on accessing a global network of resources to co-create unique experiences with customers, one at
a time. To achieve this, CEOs, executives, and managers at every level must transform their business processes, technical systems, and supply chain management, implementing key social and
technological infrastructure requirements to create an ongoing innovation advantage. In this landmark work, Prahalad and Krishnan explain how to accomplish this shift--one where IT and the management architecture form the corporation's fundamental foundation. This book provides strategies
for Redesigning systems to co-create value with customers and connect all parts of a ﬁrm to this process Measuring individual behavior through smart analytics Ceaselessly improving the ﬂexibility and
eﬃciency in all customer-facing and back-end processes Treating all involved individuals--customers, employees, investors, suppliers--as unique Working across cultures and time-zones in a
seamless global network Building teams that are capable of providing high-quality, low-cost solutions rapidly To successfully compete on the battleﬁelds of 21st-century business, companies must
reinvent their processes and culture in order to sustain innovative solutions. The New Age of Innovation is a complete program for achieving this transformation to meet the needs of the end consumer
of the future.
The twelfth-century French poet Chrétien de Troyes is a major ﬁgure in European literature. His
courtly romances fathered the Arthurian tradition and inﬂuenced countless other poets in England as
well as on the continent. Yet because of the diﬃculty of capturing his swift-moving style in translation, English-speaking audiences are largely unfamiliar with the pleasures of reading his poems.
Now, for the ﬁrst time, an experienced translator of medieval verse who is himself a poet provides a
translation of Chrétien’s major poem, Yvain, in verse that fully and satisfyingly captures the movement, the sense, and the spirit of the Old French original. Yvain is a courtly romance with a moral
tenor; it is ironic and sometimes bawdy; the poetry is crisp and vivid. In addition, the psychological
and the socio-historical perceptions of the poem are of profound literary and historical importance,
for it evokes the emotions and the values of a ﬂourishing, vibrant medieval past.
Discussing the complex history of Silicon Valley and other pioneering centres of venture capital, Lerner uncovers the extent of government inﬂuence in prompting growth. He examines the public strategies used to advance new ventures and reveals the common ﬂaws undermining far too many programmes.
Two Economist writers evaluate the thriving nature of religious faith throughout the world and how it
will signiﬁcantly impact the global economy, politics, and other arenas, in a report that proﬁles the
religious free market in America and argues that religion can coexist with modernity.
Plain English is an essential tool for eﬀective communication. Information transmitted in letters, documents, reports, contracts, and forms is clearer and more understandable when presented in
straightforward terms. The Oxford Guide to Plain English provides authoritative guidance on how
towrite plain English using easy-to-follow guidelines which cover straightforward language, sentence
length, active and passive verbs, punctuation, grammar, planning, and good organization. This
handy guide will be invaluable to writers of all levels. It provides essential guidelines that will allow
readers to develop their writing style, grammar, and punctuation. The book also oﬀers help in understanding oﬃcial jargon and legalese giving the plain English alternatives. This guide gives hundreds
of real examples and shows 'before and after' versions of texts of diﬀerent kinds which will help readers to look critically at their own writing. Helpfully organized into 21 short chapters, each covering a
diﬀerent aspect of writing. Clearly laid out, and easy to use,the Oxford Guide to Plain English is the
best guide to writing clear and helpful documents.
The anthology investigates a number of pertinent questions surrounding democratic governance and
human security in Sierra Leone after the end of the civil war. The questions include: how successful
is the democratization process in Sierra Leone? Is Sierra Leone progressing towards sustained
democracy or morphing into a hybrid regime?
When each of the umbrellas he brings back to his village disappears, Kiri Mama devises a plan to
track down the thief.
The work still remains one of the best introductions to Political or Social Science, or what Aristotle
calls the "philosophy of human aﬀairs"
FEATURES EXCLUSIVE INTERVIEW with SUBRATA ROY EVERYTHING YOU WANTED TO KNOW ABOUT
SUBRATA ROY AND SAHARA INDIA PARIWAR, BUT WERE AFRAID TO ASK… Sahara: The Untold Story
is based on painstaking research to demystify India’s most secretive and largely unlisted conglomerate, the Sahara India Pariwar. It also delves into the group’s ongoing legal battle with the market regulator. Entrepreneur Subrata Roy, the guardian angel of the group, whose feet are touched by everybody in the Pariwar, wants to reach out to a million lives and feels impeded and shuttered in by regulations. So the clash with the regulators was inevitable. But when a regulator slams one door, maverick Roy opens another. This play has been on since 1978, when Sahara was set up. Roy is well
known for glamour and his association with ﬁlm stars, cricketers and politicians. He exudes patriotism, with a statue of Bharat Mata (the presiding deity of the group) on a chariot driven by four
ﬁerce-looking lions adorning his headquarters in Lucknow. He is the Robin Hood of a country where
only 35% of the adult population has access to formal banking services. This India and its millions of
illiterate poor depositors stand in awe and admiration of him. But does he also exploit them? Do these poor people actually keep money with him or are they fronting for others? EXCERPT FROM THE
SAHARA INDIA PARIWAR DISCLAIMER ‘The book at best can be treated as a perspective of the author
with all its defamatory content, insinuation and other objections, which prompted us to exercise our
right to approach the court of law in order to save the interest of the organization and its crores of
depositors and 12 lakh workers.’ TamalBandyopadhyay, a deputy managing editor of Mint, is one of
the most respected business journalists in India. Tamal has kept a close watch of the ﬁnancial sector
for over a decade and a half and has had a ringside view of the enormous changes in Indian ﬁnance
and banking over this period. His ﬁrst book, A Bank for the Buck, released by P Chidambaram in
November 2012, has been a non-ﬁction bestseller.
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Various disciplines that deal with Achaemenid rule oﬀer starkly diﬀerent assessments of Persian kingship. While Assyriologists treat Cyrus's heirs as legitimate successors of the Babylonian kings, biblical scholars often speak of a "kingless era" in which the priesthood took over the function of the Davidic monarch. Egyptologists see their land as uniquely independently minded despite conquests,
while Hellenistic scholarship tends to evaluate the interface between Hellenism and native traditions
without reference to the previous two centuries of Persian rule. This volume brings together in dialogue a broad array of scholars with the goal of seeking a broader context for assessing Persian kingship through the anthropological concept of political memory.
Substantially updated and revised, the third edition of Philosophical Writing is designed to help those
with little or no experience in philosophy to think and write successfully. Traces the evolution of a
good philosophical essay from draft stage to completion Now includes new examples of the structures of a philosophical essay, new examples of rough drafts, tips on how to study for a test and a
new section on how to utilize the internet eﬀectively Written with clarity and wit by a bestselling author
Mission India: A Vision For Indian Youth has been written with the intention of challenging the Indian
youth to bring about a positive change in the country by 2020. Kalam starts oﬀ by telling the readers
that there has never been a time in Indian history such as this, where the nation has 540 million
youth and 20 million Indians across the globe. He also states that several developed countries have
directed their eﬀorts towards setting up research centers across the country, which has beneﬁted scientists, engineers, and professionals from various spheres. Kalam and Rajan tell the readers about
their goal to make India one among the ﬁve top economic powers in the world by 2020. In the beginning of this book, Kalam presents the readers with a question as to whether India can become a developed country. He then provides insights into the current situation in the country, and explains
that this goal is a realistic one. In the subsequent chapters, Kalam and Rajan begin to examine the
ﬁve industries that need to become reasonably self-suﬃcient in the coming years, and each chapter
tells the readers what can be done to bring a positive change in each industry. They also tell the
readers about the current education system in the country, and the latest technology that can be
used to improve the quality of education. The readers are also given insights into the present healthcare industry and infrastructural system, which are trademarks of a developed nation. Kalam and Rajan conclude by telling every individual and organization about the role they can play in transforming the nation by 2020
The very rapid growth in the Indian media industries and the vibrancy of India's popular culture are
making a working understanding of the Indian scene a prerequisite for any serious study of media in
the twenty-ﬁrst century. As one of the largest and most inﬂuential emerging economies in the world
today, India now plays a crucial role in any serious discussion of social and economic change taking
place at the global level. As new commercial and political alignments take shape in the face of new
global circumstances, thinkers and decision-makers are inexorably drawn towards the reality of a
new India being forged in the technological and cultural ﬂux of global media ﬂows. Taking an innovative interdisciplinary approach to the complex ﬁeld of Indian media and society, this book combines
a rich descriptive account with critical analysis designed to engender informed debate amongst students, academics and other researchers.
This publication examines the role of corporate governance arrangements in providing right incentives to contribute the value creation process within the private enterprises and the implications of
the diﬀerences in ownership structures on corporate governance practices and frameworks.
The present book on NCC is published for the beneﬁt of all the cadets of National Cadet Corps. The
book covers all aspects of NCC training in appropriate detail and comprises the latest study material
on both common and specialised subjects with exhaustive exercises. Solved Model test papers are also provided in the book to make the readers familiar with the test-pattern of NCC Certiﬁcate Exams.
Detailed answers have also been provided for better understanding of readers. The book concisely
covers all aspects of NCC training and exams such as: NCC-At a Glance, Drill & Commands, Weapon
Training, Map Reading, Field Craft & Battle Craft, Obstacles Training & Adventure Activities, National
Integration, Civil Defence & Disaster Management, Social Awareness, Health & Hygiene, Yoga & Aasnas, Home Nursing, Posture Training, Self Defence, Environment & Ecology, Famous Leaders of India, etc. There are separate units in the book on A Career in Defence Services, Defence Services,
Leadership & Personality Development, Services Tests & Interviews, General Awareness, History of
India, etc. The book, with a simpliﬁed and reader-friendly approach, has been prepared under the active guidance and supervision of a panel of experts in the ﬁeld. The sole aim of the book is to turn
the young school and college students into full-ﬂedged cadets of NCC.
Among U.S. allies in the war against terrorism, Pakistan cannot be easily characterized as either
friend or foe. Nuclear-armed Pakistan is an important center of radical Islamic ideas and groups.
Since 9/11, the selective cooperation of president General Pervez Musharraf in sharing intelligence
with the United States and apprehending al Qaeda members has led to the assumption that Pakistan
might be ready to give up its longstanding ties with radical Islam. But Pakistan's status as an Islamic
ideological state is closely linked with the Pakistani elite's worldview and the praetorian ambitions of
its military. This book analyzes the origins of the relationships between Islamist groups and Pakistan's military, and explores the nation's quest for identity and security. Tracing how the military has
sought U.S. support by making itself useful for concerns of the moment—while continuing to
strengthen the mosque-military alliance within Pakistan—Haqqani oﬀers an alternative view of political developments since the country's independence in 1947.
Open wide! Dentists care for people's teeth. Give readers the inside scoop on what it's like to be a
dentist. Readers will learn what dentists do, the tools they use, and how people get this exciting job.
Presents the main existing models of the mass communications process which have been developed
during the last thirty years, providing brief descriptions of the most signiﬁcant concepts and ideas in
the study of mass communication, using graphic and verbal models.
Why isn't the whole world as rich as the United States? Conventional views holds that diﬀerences in
the share of output invested by countries account for this disparity. Not so, say Stephen Parente and
Edward Prescott. In Barriers to Riches, Parente and Prescott argue that diﬀerences in Total Factor
Productivity (TFP) explain this phenomenon. These diﬀerences exist because some countries erect
barriers to the eﬃcient use of readily available technology. The purpose of these barriers is to pro-
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tect industry insiders with vested interests in current production processes from outside competition. Were this protection stopped, rapid TFP growth would follow in the poor countries, and the
whole world would soon be rich. Barriers to Riches reﬂects a decade of research by the authors on
this question. Like other books on the subject, it makes use of historical examples and industry
studies to illuminate potential explanations for income diﬀerences. Unlike these other books, however, it uses aggregate data and general equilibrium models to evaluate the plausibility of alternative
explanations. The result of this approach is the most complete and coherent treatment of the subject to date.
"This intimate and penetrating account of a remarkable life is rich in insights about topics ranging
from the academic world to global aﬀairs to prospects for a livable society. A gripping story, with
many lessons for a troubled world." NOAM CHOMSKY "Whether you are a peace activist or researcher, or you care about the earth and fellow human beings, Public Intellectual will enrich you intellectually and politically." DR. VANDANA SHIVA "Richard Falk is one of the few great public intellectuals
and citizen pilgrims who has preserved his integrity and consistency in our dark and decadent times.
This wise and powerful memoir is a gift that bestows us with a tear-soaked truth and blood-stained
hope". DR. CORNEL WEST “Richard Falk recounts a life well spent trying to bend the arc of international law toward global justice. A Don Quixote tilting nobly at real dragons. His culminating vision of a
better or even livable future—a ‘necessary utopia’—evokes with current urgency the slogan of Paris,
May 1968: ‘Be realistic: demand the impossible.’”DANIEL ELLSBERG This political memoir reveals
how Richard Falk became prominent in America and internationally as both a public intellectual and
citizen pilgrim. Falk built a life of progressive commitment, highlighted by visits to North Vietnam
where he met PM Pham Von Dong, to Iran during the Islamic Revolution after meeting Khomeini in
Paris, to South Africa where he met with Nelson Mandela at the height of the struggle against
apartheid, and frequently to Palestine and Israel. His memoir is studded with encounters with well-known public ﬁgures in law, academia, political activism and even Hollywood. Falk mentored the thesis of Robert Mueller, taught David Petraeus. His publications and activism describe various encounters with embedded American militarism, especially as expressed by governmental resistance to responsible eﬀorts to rid the world of nuclear weapons, and his United Nations eﬀorts on behalf of the
rights of the Palestinian people. In 2010 he was named Outstanding Public Scholar in Political Economy by the International Studies Association. He has been nominated annually for the Nobel Peace
Prize since 2009
The Information and Communications for Development series looks in depth at how information and
communications technologies are aﬀecting economic growth in developing countries. This new report, the fourth in the series, examines the topic of data-driven development, or how better information makes for better policies. The objective is to assist developing-country ﬁrms and governments
in unlocking the value of the data they hold for better service delivery and decision making and to
empower individuals to take more control of their personal data. We are undoubtedly experiencing a
data revolution in which our ability to generate, process, and utilize information has been magniﬁed
many times over by the machines that we increasingly rely upon. This report is about how the data
revolution is changing the behavior of governments, individuals, and ﬁrms and how these changes
aﬀect the nature of development: economic, social, and cultural. How can governments extract value from data to improve service delivery in the same way that private companies have learned to do
for proﬁt? Is it feasible for individuals to take ownership of their own data and to use it to improve
their livelihoods and quality of life? Can developing-country ﬁrms compete with the internet majors
on their own turf and be even more innovative in their use of data to serve local customers better?
Though the report is aimed primarily at government policy makers, it also has great relevance for individuals concerned about how their personal data is used and how the data revolution might aﬀect
their future job prospects. For private sector ﬁrms, particularly those in developing countries, the report suggests how they might expand their markets and improve their competitive edge. For development professionals, the report provides guidance on how they might use data more creatively to
tackle long-standing global challenges, such as eliminating extreme poverty, promoting shared prosperity, or mitigating the eﬀects of climate change. The report’s chapters explore diﬀerent themes associated with the supply of data, the technology underlying it, and the demand for it. An overview
chapter focuses on government use of data and presentation of deﬁnitions. Part I of the report then
looks at the “supply side†? of the data sector, with chapters on data connectivity and capacity
(where data comes from, how it is stored, and where it goes) and data technology (speciﬁcally big
data analytics and artiﬁcial intelligence) and how this is contributing to development. Part II looks at
the sector’s “demand side,†? with a chapter on people’s use of data and another that examines how
ﬁrms use digital platforms in the data economy and how that contributes to competitiveness. Part III
brings together the policy implications for developing-country stakeholders, with a chapter considering government policies for data, including data protection and privacy. A closing Data Notes appendix looks at statistical indicators associated with the use of data and presents the 2018 update of
the Digital Adoption Index (DAI), a composite indicator introduced in the 2016 World Development
Report: Digital Dividends.
India's recent growth rate has been impressive, with real GDP rising by over 8 percent a yearsince
2004. The country is also becoming a top global innovator for high-tech products andservices. Still,
India is underperforming relative to its innovation potential. Even a dynamicyoung population--more
than half of whom are under 25 years of age--is constrained when skillstraining and higher education
are insuﬃcient. To sustain competitiveness, economic growth, andrising living standards over the
long term, India needs to aggressively harness its innovation potential. The term innovation is broadly deﬁned in this book to include both the creation andcommercialization of new knowledge and the
diﬀusion and absorption of existing knowledge in newcontexts. A unique feature is the book's focus
on inclusive innovation, that is, knowledge creationand absorption activities most relevant to the
needs of the poor. Concrete recommendations aremade for increasing productivity and welfare
through the disciplining role of competition, includingtraining and education, information infrastructure, and public and private ﬁnance as supportmechanisms for broad-based innovation. 'Unleashing
India's Innovation: Toward Sustainable and Inclusive Growth' provides nationaland local policy makers, private sector enterprises, academic and research institutions, international organizations, and
civil society with a better understanding of the power of innovation to fuel economic growth and
poverty reduction.
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