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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:
Rodney Alvarez:

Throughout other case, little folks 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 any 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 a book. Absolutely
right, smply because from book you can recognize everything! From your country until foreign or abroad
you can be known. About simple matter until wonderful thing you are able to know that. In this era, you can
open abook or searching by internet gadget. It is called e-book. Y ou can use it when you feel bored to go to
the library. Let's study.

LuisMorales:

The book Discovering the Soul of Service: The Nine Drivers of Sustainable Business Success give you a
sense of feeling enjoy for your spare time. Y ou can utilize to make your capable considerably more increase.
Book can for being your best friend when you getting pressure or having big problem together with your
subject. If you can make reading a book Discovering the Soul of Service: The Nine Drivers of Sustainable
Business Success to get your habit, you can get much more advantages, like add your own personal capable,
increase your knowledge about a number of or al subjects. Y ou can know everything if you like available
and read a book Discovering the Soul of Service: The Nine Drivers of Sustainable Business Success. Kinds
of book are several. It means that, science publication or encyclopedia or some others. So , how do you think
about this reserve?

Michael Clark:

In this 21st millennium, people become competitive in each way. By being competitive right now, people
have do something to make these people survives, being in the middle of the crowded place and notice
through surrounding. One thing that oftentimes many people have underestimated this for awhile is reading.
Sure, by reading areserve your ability to survive improve then having chance to stand than other is high. For
you who want to start reading the book, we give you this Discovering the Soul of Service: The Nine Drivers
of Sustainable Business Success book as starter and daily reading book. Why, because this book is greater
than just a book.

David Scott:

Aswe know that book is very important thing to add our know-how for everything. By a publication we can
know everything we want. A book is a group of written, printed, illustrated or blank sheet. Every year has
been exactly added. This book Discovering the Soul of Service: The Nine Drivers of Sustainable Business
Success wasfilled in relation to science. Spend your time to add your knowledge about your scientific
research competence. Some people has different feel when they reading a book. If you know how big benefit



from a book, you can sense enjoy to read a guide. In the modern eralike today, many ways to get book
which you wanted.
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