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This text addresses the issues of how to develop new service products - where the
concept of service has moved from transaction to experience. The authors draw upon
the expertise of internationally recognised authors.

Covering New York, American & regional stock exchanges & international companies.
Historically, community health nursing has responded to the changing health care
needs of the community and continues to meet those needs in a variety of diverse roles
and settings. Community Health Nursing: Caring for the Public's Health, Second Edition
reflects this response and is representative of what communities signify in the United
States--a unified society made up of many different populations and unigue health
perspectives. This text provides an emphasis on population-based nursing directed
toward health promotion and primary prevention in the community. It is both community-
based and community-focused, reflecting the current dynamics of the health care
system. The Second Edition contains new chapters on disaster nursing and community
collaborations during emergencies. The chapters covering Family health, ethics, mental

health, and pediatric nursing have all been significantly revised and updated.
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"Essentials of Pediatric Nursing is intended for Pediatric Nursing courses with an
integrated pediatric curriculum. It provides a unique concept-based approach and
nursing process focus, that helps students go from concept to application by building on
previously mastered knowledge from other courses. Organized into four logical units,
Kyle: Essentials of Pediatric Nursing covers a broad scope of topics with an emphasis
on common issues and pediatric-specific information. In addition, it has a variety of
learning features to ensure student retention, such as, Healthy People 2010 boxes,
Threaded Case Studies and Comparison Charts highlighting common diseases. Plus, it
includes a BONUS CD-ROM and companion website that provide numerous resources
for both students and instructors, including video clips of each developmental stage and
care of the hospitalized child!
What Do Citicorp, UPS and Marriott have in common? They are "breakthrough" service
providers, firms that changed the rules of the game in their respective industries by
consistently meeting or exceeding customer needs and expectations. To find out how
these companies do it, service management experts James Heskett, Earl Sasser, and
Christopher Hart put the question to the chief executive officers of fifteen of America's
leading service firms attending a workshop at the Harvard Business School.
Breakthrough leaders, they discovered, think very differently about their businesses
than do their competitors, in distinct and well-defined ways. Now, in Service
Breakthroughs, based upon five years of exhaustive research in fourteen service
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industries, Heskett, Sasser, and Hart show exactly what enables one or two companies
in each industry to constantly set new standards for quality and value that force
competitors to adapt or fail. At the heart of breakthrough performance, the authors
contend, is a sometimes intuitive but thorough understanding of the "self-reinforcing
service cycle" that replaces traditional management of "trade-offs." The "cycle" is a
paradigm derived from the research results suggesting direct links between heightened
customer satisfaction, increased customer retention, augmented sales and profit,
improved quality and productivity, greater service value per unit of cost, improved
satisfaction of service providers, increased employee retention, and further heightened
customer satisfaction. With detailed examples and dramatic case studies of Mark Twain
Bancshares, American Airlines, Florida Power & Light, Federal Express, McDonald's
and many other companies, Heskett, Sasser, and Hart show how this self-reinforcing
cycle of behavior differentiates breakthrough leaders from their "merely good"
competitors. The authors describe how breakthrough managers develop
counterintuitive, even contrarian, strategic service visions. These companies define
their "service concept” in terms of results achieved for customers rather than services
performed. They target market segments by focusing on psychographics -- how
customers think and behave -- instead of demographics. And instead of viewing a
service delivery system as a facility where the service is producted and sold,
breakthrough firms see it as an opportunity to enhance the quality of the service. These
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profound differences in thought and action have brought spectacular results. For
managers who wish to set the pace in their service industries, Service Breakthroughs

will be essential reading.

Includes special issues: The Professional series in the management sciences.

For more than 40 years, Computerworld has been the leading source of technology news and
information for IT influencers worldwide. Computerworld's award-winning Web site
(Computerworld.com), twice-monthly publication, focused conference series and custom
research form the hub of the world's largest global IT media network.

Talking Therapy traces the rise of modern psychiatric nursing in the United States from the
1930s to the 1970s. Through an analysis of the relationship between nurses and other mental
health professions, with an emphasis on nursing scholarship, this book demonstrates the
inherently social construction of ‘mental health’, and highlights the role of nurses in
challenging, and complying with, modern approaches to psychiatry. After WWII, heightened
cultural and political emphasis on mental health for social stability enabled the development of
psychiatric nursing as a distinct knowledge project through which nurses aimed to transform
institutional approaches to patient care, and to contribute to health and social science beyond
the bedside. Nurses now take for granted the ideas that underpin their relationships with
patients, but this book demonstrates that these were ideas not easily won, and that nurses in
the past fought hard to make mental health nursing what it is today.

This comprehensive book on transfusion practices and immunohematology offers concise,
thorough guidelines on the best ways to screen donors, store blood components, ensure
safety, anticipate the potentially adverse %gfg%%tlg of blood transfusion, and more. It begins with



the basics of genetics and immunology, and then progresses to the technical aspects of blood
banking and transfusion. Chapters are divided into sections on: Basic Science Review; Blood
Group Serology; Donation, Preparation, and Storage; Pretransfusion Testing; Transfusion
Therapy; Clinical Considerations; and Safety, Quality Assurance, and Data Management.
Developed specifically for medical technologists, blood bank specialists, and residents, the
new edition conforms to the most current standards of the American Association of Blood
Banks (AABB). Expert Opinion essays, written by well-known, frequently published experts,
discuss interesting topics of research or new advances in the field. Important terms are defined
in the margins of the pages on which they appear, enabling readers to easily check the
meaning of an unfamiliar term where it appears in context. Margin notes highlight important
concepts and points, remind readers of previously discussed topics, offer an alternative
perspective, or refer readers to other sources for further information. Material conforms to the
most recent AABB standards for the most accurate, up-to-date information on
immunohematology. Advanced concepts, beyond what is required for entry-level practice, are
set apart from the rest of the text so readers can easily differentiate between basic and
advanced information. A new chapter on Hematopoietic Stem Cells and Cellular Therapy
(chapter 19) provides cutting-edge coverage of cellular therapy and its relevance to blood-
banking. New content has been added on molecular genetics, component therapy, and
International Society of Blood Transfusion (ISBT) nomenclature, as well as the latest
information on HIV, hepatitis, quality assurance, and information systems. Coverage of new
technologies, such as nucleic acid technology and gel technology, keeps readers current with

advances in the field.
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Packed with discussion questions, activities, suggested additional references, selected
readings, and many other features that speak directly to students and library
professionals, Gregory’s Collection Development and Management for 21st Century
Library Collections is a comprehensive handbook that also shares myriad insightful
ideas and approaches valuable to experienced practitioners. This new second edition
brings an already stellar text fully up to date, presenting top-to-bottom coverage of the
impact of new technologies and developments on the discipline, including discussion of
e-books, open access, globalization, self-publishing, and other trends; needs
assessment, policies, and selection sources and processes; budgeting and fiscal
management; collection assessment and evaluation; weeding, with special attention
paid to electronic materials; collaborative collection development and resource sharing;
marketing and outreach; self-censorship as a component of intellectual freedom,
professional ethics, and other legal issues; diversity and ADA issues; preservation; and
the future of the field. Additional features include updated vendor lists, samples of a
needs assessment report, a collection development policy, an approval plan, and an

electronic materials license.
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