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Thiswise and inspiring book by Leonard Berry, moves far beyond his pioneering work in services marketing
and service quality to explain how great service companies meet their toughest challenge: sustaining long-
term success.

In aworld where customers regard flawless products as a given, service is the key differentiator between
competitorsin any field.

From Berry's exacting study of fourteen mature, highly successful, |abor-intensive companies comes an
astonishing revelation: the single most important factor in building a lasting service businessis not a matter
of savvy business practice, but of humane values. In all fourteen award-winning companies -- Bergstrom
Hotels, The Charles Schwab Corporation, Chick-fil-A, The Container Store, Custom Research Inc., Dana
Commercial Credit, Dial-A-Mattress, Enterprise Rent-A-Car, Midwest Express Airlines, Miller SQA,
Special Expeditions, St. Paul Saints, USAA, and Ukrop's Super Markets -- values-driven leadership connects
with strategic focus, executional excellence, control of destiny, trust-based relationships, generosity,
investment in employee success, acting small, and brand cultivation to drive customer satisfaction,
innovation, and growth. Dedicating a chapter to each of these nine drivers, this book is the most far-reaching
and insightful vision ever presented of the principles and step-by-step actions that continuously bring success
to life in acompany.

Berry's comprehensive model reveals the soul that underlies the strategies and day-to-day operations of great

service companies, guiding the thousands of daily decisions of individual employees. Clear, compelling,
pathbreaking, Discovering the Soul of Serviceis essential reading for managers everywhere.
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From reader reviews:
Eric Totten:

Inside other case, little people like to read book Discovering the Soul of Service: The Nine Drivers of
Sustainable Business Success. Y ou can choose the best book if you appreciate reading a book. Provided that
we know about how is important the book Discovering the Soul of Service: The Nine Drivers of Sustainable
Business Success. Y ou can add knowledge and of course you can around the world by just a book.
Absolutely right, simply because from book you can realize everything! From your country until eventually
foreign or abroad you will find yourself known. About simple matter until wonderful thing you are able to
know that. In this era, we are able to open a book or perhaps searching by internet device. It is called e-book.
Y ou can utilize it when you feel uninterested to go to the library. Let's read.

Jesse Harrison:

The e-book with title Discovering the Soul of Service: The Nine Drivers of Sustainable Business Success has
lot of information that you can find out it. Y ou can get alot of advantage after read this book. This specific
book exist new information the information that exist in this publication represented the condition of the
world currently. That is important to yo7u to know how the improvement of the world. This kind of book
will bring you within new era of the syndication. Y ou can read the e-book on the smart phone, so you can
read this anywhere you want.

Francisco Garcia;

Reading a book to get new life stylein this year; every people lovesto study a book. When you learn a book
you can get alarge amount of benefit. When you read publications, you can improve your knowledge,
simply because book has alot of information onto it. The information that you will get depend on what types
of book that you have read. In order to get information about your examine, you can read education books,
but if you act like you want to entertain yourself you are able to afiction books, these kinds of us novel,
comics, in addition to soon. The Discovering the Soul of Service: The Nine Drivers of Sustainable Business
Success provide you with new experience in studying a book.

Myra Hackett:

Do you like reading a publication? Confuse to looking for your selected book? Or your book was rare? Why
so many concern for the book? But almost any people feel that they enjoy intended for reading. Some people
likes looking at, not only science book but in addition novel and Discovering the Soul of Service: The Nine
Drivers of Sustainable Business Success or maybe others sources were given know-how for you. After you
know how the truly amazing a book, you feel would like to read more and more. Science reserve was created
for teacher or maybe students especially. Those guides are helping them to increase their knowledge. In
different case, beside science book, any other book likes Discovering the Soul of Service: The Nine Drivers
of Sustainable Business Success to make your spare time much more colorful. Many types of book like this
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