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	Service Strategy
	Case 2.2
	The Alamo Drafthouse
	pp. 56 - 58
	Chapter 2
	16/02/2021

	New Service Development
	Case 3.1
	100 Yen Sushi House
	pp. 86 - 87
	Chapter 3
	23/02/2021

	The Service Encounter
	Case 4.2
	Enterprise Rent-A-Car
	pp. 113 - 116
	Chapter 4
	02/03/2021

	Service Quality
	Case 6.1
	Clean Sweep, Inc.
	pp. 179 - 180
	Chapter 6
	09/03/2021

	Process Improvement
	Case 7.2
	Mega Bytes Restaurant
	pp. 205 - 209
	Chapter 7
	08/04/2021

	Service Supply Relationships
	Case 9.2
	Evolution of B2C E-Commerce in Japan
	pp. 272 - 274
	Chapter 9
	15/04/2021

	Globalization of Services
	Case 10.2
	FedEx: Tiger International Acquisition
	pp. 297 - 299
	Chapter 10
	27/04/2021

	Managing Capacity & Demand
	Case 11.1
	River City National Bank
	pp. 325 – 327
	Chapter 11
	04/05/2021



