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"Despite years of focus on the importance of customer service, most businesses still have a lot to learn. Too
many merely tweak a script, roll out a new offer, then disappear from the scene, leaving their frontline staff -
often underpaid and badly overworked - to expertly, cheerfully handle all the real-life encounters with real-
life customers who can make or break a company. That's no way to run a business, says customer service
expert Ed Horrell. If you treat your frontline employees with indifference or disregard, you can expect them
to treat your customers with indifference - and you can then expect to have indifferent customers who will
drop you for the next best thing without a murmur of regret. Combining extensive research with inspiring
real-life examples from companies known for their outstanding customer service - such as L.L.Bean, Chick-
fil-A, Nordstrom, Mrs. Fields, St. Jude Children's Research Center, The Ritz-Carlton, FedEx, and more -
Horrell explains in "The Kindness Revolution" that providing exceptional, compassionate customer service
can only happen when you build a deep and lasting relationship with your employees.
And it is kindness, says Horrell, that most characterizes that relationship. "The Kindness Revolution" traces
the culture characteristics of the standout companies, including their strong conviction that: each employee
has an important job to do; their corporate entity has a meaningful purpose ...to serve the customer in a way
that delivers value; and each employee should be empowered to make decisions. They attract the best
employees and customers by running an organization based on sincerity and consideration. There is value in
dignity and respect and courtesy - and kindness. For organizations large and small, of any size or industry,
"The Kindness Revolution" is a resounding wake-up call to change the way your company thinks about its
employees, and to practice the basic values of dignity, respect, courtesy, and kindness from top to bottom
throughout your organization. The way you treat your employees will be the way they treat your customers.
Follow the wise advice and insightful examples in "The Kindness Revolution", and experience the enormous
payback in loyal customers, a more prosperous company - and a better way of life."
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From reader reviews:

Anthony Valdez:

This The Kindness Revolution: The Company-wide Culture Shift That Inspires Phenomenal Customer
Service book is not really ordinary book, you have after that it the world is in your hands. The benefit you
have by reading this book is information inside this reserve incredible fresh, you will get facts which is
getting deeper a person read a lot of information you will get. This specific The Kindness Revolution: The
Company-wide Culture Shift That Inspires Phenomenal Customer Service without we realize teach the one
who looking at it become critical in imagining and analyzing. Don't be worry The Kindness Revolution: The
Company-wide Culture Shift That Inspires Phenomenal Customer Service can bring when you are and not
make your case space or bookshelves' come to be full because you can have it within your lovely laptop even
mobile phone. This The Kindness Revolution: The Company-wide Culture Shift That Inspires Phenomenal
Customer Service having very good arrangement in word as well as layout, so you will not experience
uninterested in reading.

Mary Sexton:

Spent a free time and energy to be fun activity to try and do! A lot of people spent their sparetime with their
family, or their very own friends. Usually they performing activity like watching television, gonna beach, or
picnic inside park. They actually doing same every week. Do you feel it? Do you need to something different
to fill your own free time/ holiday? Can be reading a book may be option to fill your free time/ holiday. The
first thing that you'll ask may be what kinds of guide that you should read. If you want to try out look for
book, may be the guide untitled The Kindness Revolution: The Company-wide Culture Shift That Inspires
Phenomenal Customer Service can be good book to read. May be it may be best activity to you.

Johnathan Fuller:

Playing with family inside a park, coming to see the water world or hanging out with good friends is thing
that usually you might have done when you have spare time, in that case why you don't try issue that really
opposite from that. 1 activity that make you not experience tired but still relaxing, trilling like on roller
coaster you have been ride on and with addition of knowledge. Even you love The Kindness Revolution: The
Company-wide Culture Shift That Inspires Phenomenal Customer Service, you may enjoy both. It is good
combination right, you still want to miss it? What kind of hang type is it? Oh occur its mind hangout fellas.
What? Still don't have it, oh come on its known as reading friends.

David Scott:

Does one 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 never know the inside because don't determine book by its include may doesn't work
here is difficult job because you are frightened that the inside maybe not because fantastic as in the outside
appearance likes. Maybe you answer can be The Kindness Revolution: The Company-wide Culture Shift



That Inspires Phenomenal Customer Service why because the wonderful cover that make you consider
regarding the content will not disappoint anyone. The inside or content is actually fantastic as the outside or
maybe cover. Your reading 6th sense will directly guide you to pick up this book.
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