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Abstract:

Most service-quality management books make a clear argument for the importance of providing superior service, and meeting or

exceeding customer expectations. These books have made the case that service quality can provide a competitive advantage for a

company, regardless of its particular products or services. Among the many books currently being published, however, some stand

out. They advance the field by presenting more complete models for managing customer service; they are useful resources --

diagnostic tools and guidelines for implementing service-quality strategies. The manager or human resource (HR) professional who

is serious about service quality will benefit greatly from reading this literature.
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