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FOREWORD

It was a great pleasure to work with Chen Jue when he studied here at Sunderland in the UK and
contributed so effectively to our course. 1 am pleased that the concepts of service management that
we discussed and analysed have been developed in his new book of service designing. Service in-
dustry is an important economic backbone for many countries, especially China who became a new
member of WTO in 2001, and there is now a wealth of academic research and reported practical
experience to help us understand not only what to do, but also the strategic reasons for doing it. I am
sure that Mr. Chen will present this material in his book with his unusual enthusiasm and skill.

John Maguire

The Business School, University of Sunderland
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