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	"Filled with treasure and big ideas, this book will help you become exceptional." - SETH GODIN

	

	In a tight market, your most powerful growth engine and your best protection from competitive inroads is this: put every thing you can into cultivating true customer loyalty. Loyal customers are less sensitive to price competition, more forgiving of small glitches, and, ultimately, become "walking billboards" who will happily promote your brand. In Exceptional Service, Exceptional Profit insiders Leonardo Inghilleri and Micah Solomon reveal the secrets of providing online and offline customer service so superior it nearly guarantees loyalty. Their anticipatory customer service approach was first developed at The Ritz-Carlton as well as at Solomon's entertainment and technology company Oasis, and has since proven itself in countless companies around the globe from luxury giant BVLGARI to value-sensitive auto parts leader Carquest, and everywhere in between. Now, readers can take the techniques that minted money for these brands and apply them directly to their own businesses. As Ken Blanchard writes, "Leonardo and Micah's philosophies, rules, and winning examples of service excellence will make you want to implement their suggestions immediately in your own organization." Filled with detailed, behind-the-scenes examples, the book unlocks a new level of customer relationship that leaves your competitors in the dust, your customers coming back day after day, and your bottom line looking better than it ever has before.


	Honors received: 

	* A Jack Covert Selection

	* CEO Refresher Top Ten Best Business Book of the Year

	* 800-CEO-READ Business Book of the Year Awards Shortlist winner

	* Philadelphia Bulletin "Must Read" business book

	* Book of the Month, Las Vegas Women's REALTOR® 

	* DearReader.com Business Book Club Selection

	* Shanghai Daily Press #1 U.S. Business Book

	

	"If you want to deliver a superior client experience, then have every employee read this book.  That's what we've done.  This volume is simply that profound, that good." Jim S. Miller, President, Prime Performance
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Decision Support: An Examination of the DSS Discipline (Annals of Information Systems)Springer, 2010

	The origin of this volume came while planning the 2009 International Conference on Decision Support Systems. The theme of that 2-day conference was “Assessing Today and Envisioning Tomorrow.” We wanted to summarize where the field had been and generate ideas regarding where it was going. The meeting brought together...
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iPhone: The Missing Manual (Missing Manuals)O'Reilly, 2012

	
		With the iOS 6 software and the new iPhone 5, Apple has two world-class hits on its hands. This sleek, highly refined pocket computer comes with everything—cellphone, iPod, Internet, camcorder—except a printed manual. Fortunately, David Pogue is back with this expanded edition of his witty, full-color guide: the...
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Technological Innovation Across Nations: Applied Studies of Coevolutionary DevelopmentSpringer, 2009
The book offers an interesting blend of applied state-of-the-art studies of coevolutionary development of institutions, innovation diffusion and innovative entrepreneurship, not published anywhere else. It can firstly be classified as belonging to mainstream endogenous growth studies on the country level, and secondly, to mainstream evolutionary...
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A Concise Introduction to Languages and Machines (Undergraduate Topics in Computer Science)Springer, 2008

	This book focuses on key theoretical topics of computing, in particular formal
	languages and abstract machines. It is intended primarily to support the theoretical
	modules on a computer science or computing-related undergraduate degree
	scheme.


	Though the book is primarily theoretical in nature, it attempts to avoid the...
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Structural Interfaces and Attachments in BiologySpringer, 2012

	Attachment of dissimilar materials in engineering and surgical practice is a perennial challenge. Bimaterial attachment sites are common locations for injury, repeated injury, and mechanical failure. Nature presents several highly effective solutions to the challenge of bimaterial attachment that differ from those found in engineering...
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Software Maintenance Success RecipesAuerbach Publications, 2011

	Dispelling much of the folklore surrounding software maintenance, Software Maintenance Success Recipes identifies actionable formulas for success based on in-depth analysis of more than 200 real-world maintenance projects. It details the set of factors that are usually present when effective software maintenance teams do...
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