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Preface

Two overarching themes of this book are delivering quality products, programs,
and services in addition to providing memorable customer and client service.
The importance of both quality and customer service cannot be overemphasized.
Quality (or its absence) is always remembered by people who receive or use an
organization’s output, whether they are consumers, customers, patients, users,
or other companies or organizations. Good quality is appreciated. At best, poor
quality may be tolerated in the short run.

Customer or client service evokes reactions that are similar to those associ-
ated with quality. Good customer service is rewarded by customer loyalty. Poor
customer setvice often triggers a search for alternatives. If none can be identified,
customers often feel trapped. Such feelings can trigger rudeness and discour-
tesy toward organizational personnel. This is a variant form of road rage that is
slowly permeating American society. Good customer service is accompanied by
patience. People who are treated with courtesy, respect, and patience are likely to
overlook occasional errors or instances of poor customer service. Customers who
are treated well demonstrate their appreciation by ignoring occasional problems
(“Everyone is entitled to have a bad day”). Customers who are not treated well
have very different reactions and take their business elsewhere.

Quality and good customer service require time to be established. Providers
of services must remember the importance of the first impression. The nature of
the first impression establishes a baseline upon which subsequent opinions are
formed, and provides a powerful reason for all workers to strive for quality in
output and interpersonal relationships.

The three of us are currently employed in academia and work in academic en-
vironments. We have followed different paths to arrive at similar jobs. Each of us
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PREFACE

has real-world experience in situations requiring managerial expertise. Our previ-
ous experiences have provided us with different examples that we drew upon as
we created this book. In discussing this project, we agreed that although we have
different experiences, our vision and approach to teaching principles of man-
agement are sound and continue to gain acceptance. We have striven to reflect
current trends and developments in the realm of health (both clinical care and
public health) and management.

This book is written for students, practitioners, and others interested in the
operation and administration of health organizations. Although the chapter top-
ics sometimes discuss theoretical models, they are focused on day-to-day respon-
sibilities and realities. Supplemental resources are provided at the conclusion of
cach chapter. Relevant books and journal articles are listed, as well as information
on Internet websites.

Case studies enable readers to focus on a topic as well as provide a context for
discussion. Each chapter opens with a brief case study. Questions for initial re-
flection are posed. The case studies are resolved at the conclusion of each chapter.
The material presented within the chapter provides the basis for the suggested
resolution to the case study. Case studies have been a standard item in the cur-
riculum of management programs for many years. Students have endorsed case
studies in written comments about their courses.

We wrote chapters and then shared them. Every chapter has been edited for
consistency of grammar and presentation. The ideas and concepts remain. If we
have done our jobs well, this book reads as if a single person wrote it.

This book was written for a broad array of potential readers. These include
students, academics, established professionals, and new graduates who are seek-
ing their first so-called real jobs. We consulted with many individuals from each
of these constituencies as we planned and developed this book. Their comments
were invaluable. Although the first phase of this project is completed (the book
is finished), our ears remain open to your comments. More to the point, we wel-
come them. We live by our own advice and strive to produce a quality product.
In short, we welcome your feedback and ask for any comments that you might
care to offer.

We wish to thank the fine professionals at Jones & Bartlett Learning. Mike
Brown has been a supporter of this project. For that, we thank him. We want
to acknowledge Maro Gartside and Rebekah Linga for their attention to detail
and rapid responses to our questions during this project. In Minneapolis, Valerie

Mitchell always knew where we were, even when we tried to hide from each

other. Thanks.

© Jones and Bartlett Publishers. NOT FOR SALE OR DISTRIBUTION



PREFACE

We accept responsibility for errors that have eluded the sharp eyes of many
reviewers. We also look forward to receiving any comments or suggestions about
this book to improve future editions. We can be contacted at 234 Health Center,
Bowling Green State University, Bowling Green, OH, 43403 or ffallon@bgsu
.edu. May the book be a useful tool for all readers.

L. Fleming Fallon, Jr.

James W. Begun
William Riley
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