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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:

Helen Thibodeaux:

Inside other case, little persons like to read book Designing Delivery: Rethinking IT in the Digital Service
Economy. You can choose the best book if you like reading a book. Providing we know about how is
important a book Designing Delivery: Rethinking IT in the Digital Service Economy. You can add expertise
and of course you can around the world by the book. Absolutely right, mainly because from book you can
recognize everything! From your country until foreign or abroad you can be known. About simple point until
wonderful thing you can know that. In this era, we can open a book or even searching by internet system. It
is called e-book. You need to use it when you feel fed up to go to the library. Let's read.

Richard Ybarra:

The book Designing Delivery: Rethinking IT in the Digital Service Economy can give more knowledge and
also the precise product information about everything you want. Exactly why must we leave the best thing
like a book Designing Delivery: Rethinking IT in the Digital Service Economy? A number of you have a
different opinion about e-book. But one aim in which book can give many information for us. It is absolutely
suitable. Right now, try to closer using your book. Knowledge or information that you take for that, you can
give for each other; you could share all of these. Book Designing Delivery: Rethinking IT in the Digital
Service Economy has simple shape however you know: it has great and large function for you. You can
search the enormous world by open and read a book. So it is very wonderful.



Kathryn Robinson:

The guide with title Designing Delivery: Rethinking IT in the Digital Service Economy posesses a lot of
information that you can discover it. You can get a lot of advantage after read this book. This particular book
exist new understanding the information that exist in this e-book represented the condition of the world now.
That is important to yo7u to know how the improvement of the world. This book will bring you throughout
new era of the the positive effect. You can read the e-book on your smart phone, so you can read the item
anywhere you want.

Julian Eaton:

As a scholar exactly feel bored to reading. If their teacher expected them to go to the library in order to make
summary for some e-book, they are complained. Just minor students that has reading's heart or real their
interest. They just do what the instructor want, like asked to go to the library. They go to generally there but
nothing reading really. Any students feel that reading through is not important, boring as well as can't see
colorful pics on there. Yeah, it is being complicated. Book is very important for you. As we know that on
this time, many ways to get whatever we wish. Likewise word says, many ways to reach Chinese's country.
Therefore , this Designing Delivery: Rethinking IT in the Digital Service Economy can make you truly feel
more interested to read.
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