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Now that we’re moving from a product economy to a digital service economy,
software is becoming critical for navigating our everyday lives. The quality of
your service depends on how well it helps customers accomplish goals and
satisfy needs. Service quality is not about designing capabilities, but about
making—and keeping—promises to customers.

To help you improve customer satisfaction and create positive brand experiences,
this pragmatic book introduces a transdisciplinary approach to digital service
delivery. Designing a resilient service today requires a unified effort across front-
office and back-office functions and technical and business perspectives. You’ll
learn how make IT a full partner in the ongoing conversations you have with
your customers.

Take a unique customer-centered approach to the entire service delivery●

lifecycle
Apply this perspective across development, operations, QA, design, project●

management, and marketing
Implement a specific quality assurance methodology that unifies those●

disciplines
Use the methodology to achieve true resilience, not just stability●
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Now that we’re moving from a product economy to a digital service economy, software is becoming critical
for navigating our everyday lives. The quality of your service depends on how well it helps customers
accomplish goals and satisfy needs. Service quality is not about designing capabilities, but about
making—and keeping—promises to customers.

To help you improve customer satisfaction and create positive brand experiences, this pragmatic book
introduces a transdisciplinary approach to digital service delivery. Designing a resilient service today
requires a unified effort across front-office and back-office functions and technical and business
perspectives. You’ll learn how make IT a full partner in the ongoing conversations you have with your
customers.

Take a unique customer-centered approach to the entire service delivery lifecycle●

Apply this perspective across development, operations, QA, design, project management, and marketing●

Implement a specific quality assurance methodology that unifies those disciplines●

Use the methodology to achieve true resilience, not just stability●
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Editorial Review

About the Author

Jeff Sussna is Founder and Principal of Ingineering.IT, a Minneapolis consulting firm that helps companies
adopt post-industrial IT practices. Jeff has nearly 25 years of IT experience. He has led high-performance
teams across the Development/QA/Operations spectrum. He specializes in driving quality improvements
through practical innovation. Jeff has done work for a diverse range of companies, including Fortune 500
enterprises, major technology companies, software product and service startups, and media conglomerates.

Jeff combines engineering expertise with the ability to bridge business, creative, and technical perspectives.
He has the insight and experience to uncover problems and solutions other miss. He is a highly sought after
speaker and writer respected for his insights on topics such as Agile, DevOps, Service Design, and cloud
computing. His interests focus on the intersection of development, operations, design, and business.

Users Review

From reader reviews:

Samantha Campbell:

Have you spare time for any day? What do you do when you have much more or little spare time? Sure, you
can choose the suitable activity with regard to spend your time. Any person spent their very own spare time
to take a stroll, shopping, or went to the Mall. How about open or read a book eligible Designing Delivery:
Rethinking IT in the Digital Service Economy? Maybe it is being best activity for you. You recognize beside
you can spend your time using your favorite's book, you can cleverer than before. Do you agree with it has
the opinion or you have various other opinion?

Willie Collier:

Playing with family in the park, coming to see the sea world or hanging out with buddies is thing that usually
you have done when you have spare time, then why you don't try factor that really opposite from that. One
particular activity that make you not experiencing tired but still relaxing, trilling like on roller coaster you
have been ride on and with addition details. Even you love Designing Delivery: Rethinking IT in the Digital
Service Economy, you could enjoy both. It is great combination right, you still want to miss it? What kind of
hang type is it? Oh can happen its mind hangout men. What? Still don't get it, oh come on its named reading
friends.

Bertha Davis:

This Designing Delivery: Rethinking IT in the Digital Service Economy is great book for you because the
content that is full of information for you who also always deal with world and still have to make decision



every minute. This specific book reveal it information accurately using great organize word or we can state
no rambling sentences inside. So if you are read this hurriedly you can have whole details in it. Doesn't mean
it only provides straight forward sentences but tough core information with lovely delivering sentences.
Having Designing Delivery: Rethinking IT in the Digital Service Economy in your hand like finding the
world in your arm, data in it is not ridiculous one particular. We can say that no reserve that offer you world
with ten or fifteen tiny right but this reserve already do that. So , this is good reading book. Hey Mr. and Mrs.
stressful do you still doubt which?

Carole Arehart:

Do you like reading a reserve? Confuse to looking for your preferred book? Or your book ended up being
rare? Why so many problem for the book? But any people feel that they enjoy to get reading. Some people
likes reading, not only science book but novel and Designing Delivery: Rethinking IT in the Digital Service
Economy or even others sources were given information for you. After you know how the truly amazing a
book, you feel desire to read more and more. Science book was created for teacher as well as students
especially. Those books are helping them to increase their knowledge. In additional case, beside science
reserve, any other book likes Designing Delivery: Rethinking IT in the Digital Service Economy to make
your spare time more colorful. Many types of book like this one.
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