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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:

Brandy Hagaman:

What do you think about book? It is just for students because they're still students or it for all people in the
world, the actual best subject for that? Only you can be answered for that query above. Every person has
distinct personality and hobby for every single other. Don't to be obligated someone or something that they
don't need do that. You must know how great and important the book Designing Delivery: Rethinking IT in
the Digital Service Economy. All type of book could you see on many solutions. You can look for the
internet sources or other social media.

Daniel Gutierrez:

As people who live in typically the modest era should be update about what going on or info even knowledge
to make these people keep up with the era that is always change and move forward. Some of you maybe can
update themselves by examining books. It is a good choice for you personally but the problems coming to
you actually is you don't know which one you should start with. This Designing Delivery: Rethinking IT in
the Digital Service Economy is our recommendation to make you keep up with the world. Why, as this book
serves what you want and want in this era.

Lisa Cook:

Reading a reserve tends to be new life style on this era globalization. With examining you can get a lot of
information which will give you benefit in your life. Using book everyone in this world can easily share their
idea. Guides can also inspire a lot of people. Many author can inspire their reader with their story or even



their experience. Not only the storyplot that share in the guides. But also they write about advantage about
something that you need instance. How to get the good score toefl, or how to teach children, there are many
kinds of book that you can get now. The authors nowadays always try to improve their skill in writing, they
also doing some investigation before they write to the book. One of them is this Designing Delivery:
Rethinking IT in the Digital Service Economy.

Martina Lassiter:

This Designing Delivery: Rethinking IT in the Digital Service Economy is great reserve for you because the
content which is full of information for you who also always deal with world and still have to make decision
every minute. This book reveal it details accurately using great manage word or we can declare no rambling
sentences within it. So if you are read this hurriedly you can have whole facts in it. Doesn't mean it only will
give you straight forward sentences but tricky core information with lovely delivering sentences. Having
Designing Delivery: Rethinking IT in the Digital Service Economy in your hand like obtaining the world in
your arm, info in it is not ridiculous a single. We can say that no guide that offer you world in ten or fifteen
moment right but this e-book already do that. So , this really is good reading book. Hi Mr. and Mrs. busy do
you still doubt in which?
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