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This wise 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 a world where customers regard flawless products as a given, service is the key differentiator between
competitors in any field.

From Berry's exacting study of fourteen mature, highly successful, labor-intensive companies comes an
astonishing revelation: the single most important factor in building a lasting service business is 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 a company.

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 Service is essential reading for managers everywhere.
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From reader reviews:

Carolyn Robles:

Information is provisions for anyone to get better life, information presently can get by anyone with
everywhere. The information can be a know-how or any news even a problem. What people must be
consider whenever those information which is inside former life are difficult to be find than now is taking
seriously which one is suitable to believe or which one the resource are convinced. If you get the unstable
resource then you understand it as your main information there will be huge disadvantage for you. All of
those possibilities will not happen in you if you take Discovering the Soul of Service: The Nine Drivers of
Sustainable Business Success as the daily resource information.

Stanley Wells:

Do you really one of the book lovers? If so, do you ever feeling doubt while you are in the book store? Aim
to pick one book that you just dont know the inside because don't evaluate book by its include may doesn't
work the following is difficult job because you are scared that the inside maybe not since fantastic as in the
outside seem likes. Maybe you answer could be Discovering the Soul of Service: The Nine Drivers of
Sustainable Business Success why because the excellent cover that make you consider regarding the content
will not disappoint you. The inside or content is definitely fantastic as the outside or maybe cover. Your
reading 6th sense will directly guide you to pick up this book.

Eula Johnson:

Many people spending their period by playing outside along with friends, fun activity having family or just
watching TV all day long. You can have new activity to spend your whole day by reading through a book.
Ugh, do you consider reading a book will surely hard because you have to take the book everywhere? It ok
you can have the e-book, having everywhere you want in your Smartphone. Like Discovering the Soul of
Service: The Nine Drivers of Sustainable Business Success which is keeping the e-book version. So , why
not try out this book? Let's observe.

Dennis Jenkins:

Book is one of source of know-how. We can add our knowledge from it. Not only for students but in
addition native or citizen require book to know the update information of year to year. As we know those
ebooks have many advantages. Beside many of us add our knowledge, also can bring us to around the world.
By the book Discovering the Soul of Service: The Nine Drivers of Sustainable Business Success we can have
more advantage. Don't one to be creative people? To become creative person must like to read a book. Just
choose the best book that ideal with your aim. Don't become doubt to change your life with this book
Discovering the Soul of Service: The Nine Drivers of Sustainable Business Success. You can more pleasing
than now.
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