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Concierge medicine represents a relatively novel health care delivery model that is becoming more appealing both to providers and patients
because of its potential to improve quality and value in health care. A gap exists in the current literature regarding the benefits and challenges
associated with concierge medicine as well as best practices for developing and sustaining a successful, patient-centered concierge practice.
This book aims to close the gap by discussing the role of concierge medicine in the context of the evolving U.S. healthcare system and the
changes produced by the Affordable Care Act. It will address questions about affordability, access, quality, value, communication, technology,
and patient-centered care, and will include real-world best practice examples from a successful concierge medicine practice.
Walt Disney World is a pilgrimage site filled with utopian elements, craft, and whimsy. It’s a pedestrian’s world, where the streets are clean,
the employees are friendly, and the trains run on time. All of its elements are themed, presented in a consistent architectural, decorative,
horticultural, musical, even olfactory tone, with rides, shows, r
Promotes the theory that superior customer service leads to a superior business organisation
A fully revised and updated new edition of this bestselling text. New material covers issues such as the sharing economy, technology (Virtual
Reality and use of robots) and use of big data to personalize experiences and encourage loyalty.
Undefeated provides an engaging and thorough picture of how a family owned business developed, overcame challenges, and interacted
with the rich context of the northern Michigan tourism industry. It is a very rare story of a three-generation family-owned and family-operated
business that has had to fight for survival for nearly seventy years. Fierce competition from other ferry lines, treacherous weather conditions,
costly maintenance on passenger and freight vessels, changing governmental regulations, and depressed economic conditions in the State of
Michigan are but a few of the challenges the Sheplers have faced over the years. This book reveals how, operating in the historically rich
Straits of Mackinac waters of Lake Huron and Lake Michigan, Shepler's Mackinac Island Ferry exploits the beautiful scenery, military forts,
lighthouses, and the world famous Mackinac Bridge by conducting tours accompanied by expert narration sharing both fact and fiction about
the native American culture of the region, the missionaries, fur trading, and ships lost to the rough waters of the Great Lakes. In this book the
reader will also get some interesting insights into Mackinac Island and St. Ignace, with their very divergent cultures and offerings that can
inspire and entertain visitors.
The complete automotive sales training process that will make you big bucks. Learn the psychology of auto sales, selling in the 21st century,
the art of negotiations, creating raving fan customers and much more...
In the digital age tasks are increasingly modularised and consumers are increasingly becoming prosumers. Replacing digital labour and
prosumption within an American context and the wider political economy, this volume presents a critical account of the forces which shape
contemporary subjects, networks, and labour practices.
"TRB's Airport Cooperative Research Program (ACRP) Synthesis 48: How Airports Measure Customer Service Performance examines the
strategic importance of customer service and how airports are measuring the quality of customer service."-- Publisher's description.
The Themed Space: Locating Culture, Nation, and Self is the first edited collection focused on the significance of the theme space. The first
section of the text discusses the ways in which theming acts as a form of authenticity. Included are articles on the theme park Dollywood, the
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historic Coney Island, the uses of theming in Flagstaff, Arizona, and the Las Vegas Strip. Section two considers theming as a reflection of
nation, and its authors focus on Chinese theme parks and shopping malls, the Lost City theme park in South Africa, and the Ain Diab resort
district in Casablanca. The third section of the book illustrates how theming often targets the person-whether famous or everyday. The
authors look at spaces ranging from the Liverpool John Lennon Airport, love hotels in Japan, and the Houston, Texas theme park AstroWorld.
The final section emphasizes theming as a projection of the mind and psychology. The authors focus on behind-the-scenes tourism at
Universal Studios and the Ford Rouge Factory Tour, the use of theming in unexpected spaces like Florida themed clinics, theming in virtual
reality spaces of video games, and the social controversies related to theming in various parts of the world. The book includes a
comprehensive bibliography on theming and a list of key terms. The Themed Space is of great interest to students of all levels and scholars
of anthropology, urban studies and sociology.
Managing Hospitality Organizations: Achieving Excellence in the Guest Experience takes students on a journey through the evolving service
industry. Each chapter focuses on a core principle of hospitality management and is packed with practical advice, examples, and cases from
some of the best companies in the service sector. Students will learn invaluable skills for managing the guest experience in today’s
ultracompetitive environment. The Second Edition includes new coverage of technology, sustainability, sexual harassment, diversity and
inclusion, and ethical leadership.
Examines the social impact of the consumer credit industry within the framework of economic and cultural change.
Museum and other non-profit professionals have begun to realize that the complete visitor experience is the key to repeat attendance,
successful fundraising, and building audience loyalty. Taking lessons learned by successful experience-shapers in the for-profit world,
Stephanie Weaver distills this knowledge for museums and other organizations which depend on visitor satisfaction for success. Is your
institution welcoming? Are the bathrooms clean? Does the staff communicate well? Are there enough places to sit? These practical matters
may mean more to creating a loyal following than any exhibit or program the institution develops. Weaver breaks the visitor experience down
to 8 steps and provides practical guidance to museums and related institutions on how to create optimal visitor experiences for each of them.
In a workshop-like format, she uses multiple examples, exercises, and resource links to walk the reader through the process.
Global Communication is the most definitive text on multi-national communication and media conglomerates, exploring how global media,
particularly CNN, the BBC, Euronews, and Al Jazeera, influence audiences and policy makers alike. Includes four completely new chapters
on Asian media, Euromedia, the Middle East, and public diplomacy from a post 9/11 perspective Updates the story of arab media with a
section on "Arab Media and the Al Jazeera Effect" by Middle East-based expert Lawrence Pintak Covers the global war on terrorism and the
substantial US investment in Iraqi media Provides updated accounts and overviews of the largest and most important media corporations
from around the world, from MTV and CNN to Bollywood Incorporates discussions of Hulu, YouTube, Myspace, and the Twitter phenomenon
as well as new stakeholders in global online media
The Total Work of Art provides a broad survey that incorporates many canonical artists into a single narrative. With particular attention to the
influence of the Total Work of Art on modern theatre and performance, this brief introduction will also be of interest to students in such fields
as film studies, music history, history of art, cultural studies, and modern European literatures.
Edited by ten academics at the University of Warwick Business School, this collection represents some of the best work within organization
studies: Volume 1: Modes of Management seeks to invert conventional approaches to managing Volume 2: Objectivity and Others focuses
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upon issues of epistemology Volume 3: Selves and Subjects investigates areas hidden from orthodox organization studies Volume 4: Evil
Empires? Looks at the damaging effects of large organizations upon the lives of people. Together, the collection represents around eighty
articles, drawn from the social sciences generally as well as from organization studies specifically. There is a thorough index to assist the
reader in navigation of the material.
This book addresses Disney parks using performance theory. Few to no scholars have done this to date—an enormous oversight given the
Disney parks’ similarities to immersive theatre, interpolation of guests, and dramaturgical construction of attractions. Most scholars and
critics deny agency to the tourist in their engagement with the Disney theme park experience. The vast body of research and journalism on
the Disney “Imagineers”—the designers and storytellers who construct the park experience—leads to the misconception that these exceptional
artists puppeteer every aspect of the guest’s experience. Contrary to this assumption, Disney park guests find a range of possible reading
strategies when they enter the space. Certainly Disney presents a primary reading, but generations of critical theory have established the
variety of reading strategies that interpreters can employ to read against the text. This volume of twelve essays re-centers the park
experience around its protagonist: the tourist.

Are you worried that your customers are trying to survive tough times by seeking better deals from your competitors? Are you
having an even tougher time finding new customers for your product or service? Superstar Customer Service follows Superstar
Leadership and Superstar Sales, three titles aimed straight at achieving the highest levels of performance in these three essential
areas. Customer service may be one of the most demanding and difficult jobs you’ll ever have... but it has the potential to make
you a Superstar! Develop your skills, manage yourself, master your ability to address the relationship problems experienced by
your company, and you can go anywhere you want to go! Job satisfaction, success, and personal accomplishment are all within
your grasp! This book is organized as a month-long journey of improvement and discovery. Each chapter is a daily lesson with a
core concept, skill-development idea, and resources to support your practice and application of the lesson. Superstar Customer
Service will help you distinguish yourself as someone who can get things done. It may very well help you forge a new pathway in
your career that is far beyond anything you previously imagined!
Strategic Ambiguities: Essays on Communication, Organization, and Identity is a provocative journey through the development of
a new aesthetics of communication that rejects all fundamentalisms and embraces a contingent world-view. Author Eric M.
Eisenberg both collects and reflects on over two decades of his writing to provide important personal, historical, and theoretical
context.
Includes Part 1, Number 2: Books and Pamphlets, Including Serials and Contributions to Periodicals (July - December)
`Alan Bryman has expanded on his internationally well-known work on Disney theme parks and Disneyization to create a
fascinating and highly readable book. It should prove of interest to beginning students in a number of different courses and fields,
as well as to scholars interested in culture and consumption. There is no question that the model created by Disney, and emulated
in whole or in part by many organizations and in many settings, will continue to influence social structure and culture well into the
future. This is an important book about a significant social process. And, it manages to be a fun read, as well!' - George Ritzer,
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author of McDonaldization and Professor of Sociology, University of Maryland `Bryman's analysis of contemporay consumption is
full of detail and provides a host of examples ranging from restaurants and hotels, to theme parks, zoos and sports stadia. Without
doubt students will find it an accessible text, one that should allow them to think about consumption, familiar consumer products,
settings and activities, sociologically' - Barry Smart, Professor of Sociology, University of Portsmouth `Bryman's dissection of
Disneyization is a timely and significant contribution to the growing literature on Disney. In fact, his excellent analysis of the
extension of Disneyization throughout society explains why we should care about the Disney phenomenon at all. This is not only
an important book for Disney scholars, but for any one interested in the future of modern society' - Janet Wasko Professor of
Communication Studies, University of Oregon This is an agenda-setting new work in the sociology of culture and modern society.
It argues that the contemporary world is increasingly converging towards the characteristics of the Disney theme parks. This
process of convergence is revealed in: the growing influence of themed environments in settings like restaurants, shops, hotels,
tourism and zoos; the growing trend towards social environments that are driven by combinations of forms of consumption:
shopping, eating out, gambling, visiting the cinema, watching sports; the growth in cachet awarded to brands based on licensed
merchandise; and the increased prominence of work that is a performance in which the employees have to display certain
emotions and generally convey impressions as though working in a theatrical event. This insightful book demonstrates the
importance of control and surveillance in consumer culture. Of interest to a wide variety of students studying in business,
sociology, cultural studies, media studies and leisure studies courses this will also be of interest to anybody interested in
understanding the intricacies of modern society.
Our work life is filled with emotions. How we feel on the job, what we say we feel, and what feelings we display—all these are
important aspects of organizational behavior and workplace culture. Rather than focusing on the psychology of personal emotions
at work, however, this study concentrates on emotions as role requirements, on workplace emotions that combine the private with
the public, the personal with the social, and the authentic with the masked. In this cross-cultural study of "emotion management,"
the author argues that even though the goals of normative control in factories, offices, and shops may be similar across cultures,
organizational structure and the surrounding culture affect how that control is discussed and conceived.
Begins to fill the gaping lacuna of imperialism in the standard histories of the US by exploring how US expansion has influenced
people of other cultures. The 26 essays focus mostly on Africa and African Americans, but also consider the Philippines, Native
Americans, Cuba, Latin America, and Disneyworld in Tokyo. They explore the racial and gender dimensions, the ideologies that
buttress imperialism, resistance, and other facets. Annotation copyright by Book News, Inc., Portland, OR
The Museum Educator's Manual addresses the role museum educators play in today's museums from an experience-based
perspective. Seasoned museum educators author each chapter, emphasizing key programs along with case studies that provide
successful examples, and demonstrate a practical foundation for the daily operations of a museum education department, no
matter how small. The book covers: volunteer and docent management and training; exhibit development; program and event
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design and implementation; working with families, seniors, and teens; collaborating with schools and other institutions; and
funding. This second edition interweaves technology into every aspect of the manual and includes two entirely new chapters, one
on Museums - An Educational Resource for Schools and another on Active Learning in Museums. With invaluable checklists,
schedules, organizational charts, program examples, and other how-to documents included throughout, The Museum Educator's
Manual is a 'must have' book for any museum educator.
Colonel Sanders, Elvis, Mickey Mouse, and Jack Daniels have been enthusiastically embraced by Japanese consumers in recent
decades. But rather than simply imitate or borrow from the West, the Japanese reinterpret and transform Western products and
practices to suit their culture. This entertaining and enlightening book shows how in the process of domesticating foreign goods
and customs, the Japanese have created a culture in which once-exotic practices (such as ballroom dancing) have become
familiar, and once- familiar practices (such as public bathing) have become exotic. Written by scholars from anthropology,
sociology, and the humanities, the book ranges from analyses of Tokyo Disneyland and the Japanese passion for the Argentinean
tango to discussions of Japanese haute couture and the search for an authentic nouvelle cuisine japonaise. These topics are
approached from a variety of perspectives, with explorations of the interrelations of culture, ideology, and national identity and
analyses of the roles that gender, class, generational, and regional differences play in the patterning of Japanese consumption.
The result is a fascinating look at a dynamic society that is at once like and unlike our own.

Getting Entrepreneurial! is the definitive guide for would-be entrepreneurs, covering everything you need to know to put
your financial future in your own hands. But far beyond reciting business school fundamentals, this book shows you how
to create and innovate, turn your idea into a great business, and grow that business to maturity. Author Larry Farrell gives
you the secrets of the world’s greatest entrepreneurs, in an easy-to-follow format that covers: The four bedrock business
fundamentals of the world’s greatest entrepreneurs Sense of mission–the entrepreneurial way to identify and deliver
product/market winners Customer/product vision–creating entrepreneurial passion to produce continuous growth…and
more! Don’t delay—order your copy today!
A propulsive and “entertaining” (The Wall Street Journal) history chronicling the conception and creation of the iconic
Disneyland theme park, as told like never before by popular historian Richard Snow. One day in the early 1950s, Walt
Disney stood looking over 240 acres of farmland in Anaheim, California, and imagined building a park where people
“could live among Mickey Mouse and Snow White in a world still powered by steam and fire for a day or a week or (if the
visitor is slightly mad) forever.” Despite his wealth and fame, exactly no one wanted Disney to build such a park. Not his
brother Roy, who ran the company’s finances; not the bankers; and not his wife, Lillian. Amusement parks at that time,
such as Coney Island, were a generally despised business, sagging and sordid remnants of bygone days. Disney was
told that he would only be heading toward financial ruin. But Walt persevered, initially financing the park against his own
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life insurance policy and later with sponsorship from ABC and the sale of thousands and thousands of Davy Crockett
coonskin caps. Disney assembled a talented team of engineers, architects, artists, animators, landscapers, and even a
retired admiral to transform his ideas into a soaring yet soothing wonderland of a park. The catch was that they had only
a year and a day in which to build it. On July 17, 1955, Disneyland opened its gates…and the first day was a disaster.
Disney was nearly suicidal with grief that he had failed on a grand scale. But the curious masses kept coming, and the
rest is entertainment history. Eight hundred million visitors have flocked to the park since then. In Disney’s Land, “Snow
brings a historian’s eye and a child’s delight, not to mention superb writing, to the telling of this fascinating narrative”
(Ken Burns) that “will entertain Disneyphiles and readers of popular American history” (Publishers Weekly).
From librarians to volunteer workers, staff to student workers, all library personnel need to deliver great customer service.
This book presents innovative instructional methods that will inspire you to take a fresh approach to customer service
training. • Provides model staff training programs that have been proven successful in real-world applications •
Addresses how to improve the delivery of customer service at all levels of personnel—librarians, general staff, student
workers, and volunteers • Includes guidelines on re-training and evaluation of customer service training needs
BLACK ENTERPRISE is the ultimate source for wealth creation for African American professionals, entrepreneurs and
corporate executives. Every month, BLACK ENTERPRISE delivers timely, useful information on careers, small business
and personal finance.
Handbook of Applied Dog Behaviour and Training, Volume two:Etiology and Assessment of Behaviour Problems is the
definitivereference for dog trainers, behaviourists, breeders andveterinarians. Coupled with Volume one, this text
providestheoretical and practical framework for understanding thedevelopment and treatment of dog behaviour problems.
Topics covered include Fear, anxiety and phobias,Separation-related problems, Hyperactivity, and Dominance,territorial,
and fear-related aggression. The focus is to present and evaluate the relevant applied andscientific literature, and to
highlight what remains to be learned,while the author introduces alternative ways for analysing andunderstanding the
etiology of dog behaviour problems.
What happens when a Canadian principal, guided by the teachings of Fullan and Hargreaves, takes on the role of school
leader in an inner-city charter school in the United States? This inside story of a principal in the DC charter school
system, reveals much about the desire for educators and students to experience more than a life of multiple-choice
testing that tends to be so commonplace in these schools. While such a case adds to the mound of research that
supports the ‘change takes time’ findings, it nevertheless demonstrates the reality, on a day-to-day basis, of what’s
worth fighting for in schools. Student and teacher engagement and empowerment matter, and to get to such ends, a
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school must fiercely focus on targets well beyond test scores. This book speaks about how a budget reveals school
values, and by shifting resources to support staff and student development, a school, coping with regular turnover, can
be filled with more confident and capable community members. A school crawling with leaders emerged as more student,
teacher and non-instructional staff were supported in new roles, aimed at building an inspired culture, with the talent and
capacity to move others to action. The old ways of ‘doing school’ do not address the needs of the 21st century learner,
and while many forces with limited views of education were at play, this story does provide an example of what promising
things can and should happen to increase engagement and learning in more charter schools across America. “Dr.
Barbara Smith’s narrative of her times in public charter schools offers all of us insights into the struggle to create schools
of high academic quality and compassionate care, worthy of her educational mandate and mission.” – David Booth,
Professor Emeritus, The Ontario Institute for Studies in Education, University of Toronto “Dr. Smith’s message inspires
me to be an advocate for education and her work will inspire you as well!” – Jalen Rose, Chair of Board of Directors,
Jalen Rose Leadership Academy, Detroit, Michigan, ESPN Commentator “This inside look provides an opportunity for
innovation in a field that has held to aging standards for far too long!” – Diane C. Manica, Former Director, Leadership
and Accreditation, University of Detroit Mercy
Marketing Management: The Big Picture organizes traditional Marketing Management theory and practice in a
conceptually appealing way. The use of well-known examples and consumer commercials throughout the content
ensures students will commit to memory and innovative method for structuring and solving marketing problems. The
framework constitutes a disciplined approach to connecting marking variables to each other, inextricably linking
marketing strategy concepts with their executional implications.
Customer service is of critical importance for the tourism and hospitality sector now more than ever before as customers
are looking to increase value for money and are less forgiving of mediocre service. However, despite its importance,
quality customer service is the exception rather than the norm in many parts of the world. Customer Service for
Hospitality and Tourism is a unique text and vital to both students and practitioners as it explains not only the theory
behind the importance of customer service but also acts as a guidebook for those wishing to put this theory into practice.
In essence it is the ‘whys’ and ‘hows’of customer service. It is easy to read, very current, and full of references to all
the latest research from both academic and practitioner literature. Chapters cover important topics such as the financial
and behavioural consequences of customer service, consumer trends influencing service, developing and maintaining a
service culture, managing service encounters, the importance of market research, building and maintaining customer
relationships, providing customer service through the servicescape, the impact of technology on customer service, the
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importance of service recovery, and promoting customer service internally and externally. Key features include: An ‘At
Your Service’ Spotlight at the beginning of each chapter focuses on the achievements of successful individuals related to
the art of customer service. Each chapter contains a ‘Service Snapshot’ - short, real-life cases to illustrate a particular
concept or theoretical principle presented in the chapter. Detailed international ‘Case Studies’, which cover a variety of
sectors, organizations and regions designed to foster critical thinking, the cases illustrate actual business scenarios that
stress several concepts found in the chapter. They analyze customer service in the U.S., South America, South Africa,
Europe, Russia, Australia, China, Canada, Korea and Dubai.
Science has made the leap from the lab to come to a store near you and the effects on us are phenomenal. Corporations in hypercompetition are now using the new mind sciences to analyze how and when we shop, and the hidden triggers that persuade us to
consume. From bargains in the Big Apple to the bustling bazaars of Istanbul, from in-store to interactive and online to mobile,
neuromarketing pioneer Dr. David Lewis goes behind the scenes of the persuasion industry to reveal the powerful tools and
techniques, technologies and psychologies seeking to stimulate us all to buy more often without us consciously realizing it.
Businesses worry about new technologies, but customers are the ultimate disruptors—Suman Sarkar offers bold strategies for
making sure you understand your customers and keep up with their ever-changing needs. Disruption—the brutal roiling of markets,
the decline of long-established brands and products, and the rise of new upstarts—drives business failure and success. Most
people think technology causes disruption, but technology merely enables it. Changing customer needs cause disruptions, and too
many businesses get caught unaware. Suman Sarkar offers proven strategies that will enable any business to stay radically close
to its customers and address their evolving needs. He argues that businesses need to focus on existing customers first—research
shows they're likely to spend more and are more profitable than new customers. Personalization is becoming important for the
newer generations in both developed and developing markets, so Sarkar describes approaches to make them cost-effective. In
our era of instant gratification, customers want what they want now—Sarkar explains how you can develop and deliver products
and services faster than ever. And since a few bad Yelp reviews, social media posts, or angry tweets from customers can ruin you,
Sarkar shows how to proactively make sure the quality of your products and services stays better than that of your competitors.
The key to survival in this era of changing customer needs is to focus on and address them quickly so customers don't switch to
the competition. Drawing on his experiences with leading companies worldwide, Sarkar offers five strategies and techniques that
will keep you ahead of the curve.
Make today's management theories and applications meaningful, memorable, and engaging for your students with
MANAGEMENT. Master storyteller, award-winning educator, and accomplished author Chuck Williams uses a captivating
narrative style to illuminate today's most important management concepts and to highlight practices that really work in today's
workplace. Because students retain and better understand information that is personally relevant, Dr. Williams weaves more than
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50 detailed, unforgettable examples and stories into each chapter in this edition. Proven learning features and self-assessments
keep concepts intriguing and applicable to students' daily lives. In addition, fresh scenarios, new cases, and new video cases
reflect the latest management innovations at work in well-known organizations throughout the world. The book's comprehensive
support package further helps you prepare each student for managerial success. Important Notice: Media content referenced
within the product description or the product text may not be available in the ebook version.
To compete in today's competitive marketplace, customer focus is no longer simply nice to have—it's a fundamental mandate. This
book is a manager's best friend, providing both a primer and a how-to guide to defining and implementing Customer Relationship
Management. It shows you: The various roles CRM plays in business, and why it's more important than ever The range of CRM
applications and uses, from sales force automation to campaign management to e-CRM and beyond The context of some of the
popular CRM buzzwords The differences between CRM and business intelligence, and why they're symbiotic Why the customerrelationship failure rate is so high, and how to avoid becoming another CRM statistic Case studies of visionary companies who've
done CRM the right way “
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