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Esempio di Service Blueprint (Flowchart)
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Tipi di approccio ai servizi

 Approccio “Production line” (es. McDonald’s)

 Approccio “Self-service” (es. Distributore automatico)

 Approccio “Personal attention” (es. Ritz-Carlton Hotel 
Company)
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Service Matrix

 Lettura e visione del Video 



Service-System Design Matrix
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