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organization development practitioners have for over half a century engaged with
organizations to help them grow and thrive the artful application of organization
development od has helped business leaders articulate vision rethink business
processes create more fluid organization structures and better utilize people s
talents while business leaders and od practitioners intuitively believe that od
provides valuable results rigorous measurement of the value delivered has long
eluded many od practitioners bottom line organization development provides
powerful tools to capture and measure the financial return on investment roi of od
projects to the business given the increasing competition for budget and
resources within organizations and the requirements of demonstrating tangible
results the need for such od measurement tools is very high but in addition to
proving the value of od projects integrating evaluation into the change
management process itself can actually increase the value of the change initiative
because it opens up new ways of capturing and increasing the value of change
initiatives in other words there is an roi to roi merrill anderson calls this new way
of approaching od strategic change valuation the book explains the five steps in
the od value process diagnosis design deployment evaluation and reflection in
addition three case studies take readers through the process of applying bottom
line od to three types of popular strategic change initiatives executive coaching
organization capability and knowledge management readers will gain a holistic
perspective of how to make the seemingly intangible benefits of these initiatives
tangible

bottom line call center management breaks new ground by addressing key skills
and techniques in assessing and implementing effective management practices to
maximize the human and capital resources at the call center manager s disposal
drawing on the author s unique data sets and years of research experience in the
industry bottom line call center management helps call center managers evaluate
their current status implement cost effective changes and measure results of their
changes to ensure a culture of accountability within the call center at all levels
increasing the bottom line the processes include an evaluation of current
customer service representatives defining delimiting and assessing the labor shed
of the center and exploring the customer service representative s unique skills
and leveraging those skills into a unique and dynamic work environment likewise
the process also determines the learning skills and competencies necessary to
meet and exceed the basic requirements for all call centers furthermore each step
has a pre in process and post evaluation to ensure projects are progressing
according to plan lastly all evaluations are measured against the bottom line
through a return on investment roi model the framework for this book uses the
culture of call centers defined and lived through the customer service
representatives as the lens to view all processes measurements accountability and
return on investment this framework is critical since there has been much
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emphasis on technology as a solution which treats the employees as a hindrance
instead of the enablers of positive change likewise customer service
representatives eventually act as strong determinants of success with the call
center and thus the bottom line

from the back cover subject to shifts of political mood portrayed by the media as
lazy and incompetent hobbled by central agency regulations criticized by auditors
general public service managers have a tough time of it is the good manager one
who follows the rules or the one who ignores lines of authority to get things done
is the official who stays within the budget but doesn t deliver the program a
better manager thlan the one who blows the budget but provides the public with a
needed service this book one of very few on public sector management suggests
how to improve the system and foster management excellence

vol 1 is a reprint of 1834 edition

benedikt von liel provides a theoretical and empirical analysis of the concept of
creating shared value csv in the theoretical analysis the author assesses the
uniqueness of the theory of creating shared value by comparing it to other
relevant social responsibility concepts the empirical analysis provides insights
from over 60 industry case studies of creating shared value the assessment
includes the influence of geography as well as a range of other relevant external
and internal factors as a result the author identifies critical success factors for the
creation of shared value

vols for 1853 56 1877 78 1882 84 include atlases

the american journal of mathematics publishes research papers and articles of
broad appeal covering the major areas of contemporary mathematics

indexes the world s zoological and animal science literature covering all research
from biochemistry to veterinary medicine the database provides a collection of
references from over 4 500 international serial publications plus books meetings
reviews and other no serial literature from over 100 countries it is the oldest
continuing database of animal biology indexing literature published from 1864 to
the present zoological record has long been recognized as the unofficial register
for taxonomy and systematics but other topics in animal biology are also covered
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