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spotlight, 234
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spotlight, 237, 239
transference, 80-81
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spotlight, 237, 239
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Dell, Michael, 37, 85
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camouflage, 85-86 Excess, 140
guarantees, 172
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Demel, Chanaka, 93-94 Fantasyland Hotel, 58
Demographics, 5 FAQ pages, 214
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Department of Motor Vehicles, 150 air, 156-157
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Devotion. See Cult-like guarantees, 169-170, 172
Dickinson, Cliff and Debbie, 187-188 imaginative service, 7
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DiSabatino, Brian, 128 spotlight, 236-237
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decoration, 63 Fields Cookies, Mrs., 71
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Disney Institute, 30 Flexibility, 106
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Dyer, BJ., 111-112 Freeman, 251-252
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Ed Debevic’s Diner, 56-57 Galleria Dallas, 65
EDiS Geek Squad
concierge service, 93 guarantees, 175
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193-194 Giuliani, Rudy, 244
Enchantment, vs. trickery, 75 Globalization, 16
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Grimm, Cynthia, 95

Grove, Andrew, 45

Guarantees, 169-170
angst and customer hopes, 173-174
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competence, 175
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constraint-free execution, 176-177
core protection, 175-176
customer trust gap, 170-173
spotlight, 238, 240
trust, 178-179

Guinness Book of World Records, 54
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foresight, 253-254
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overview, 6-7
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See specific strategies
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Infiniti, 234
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Insight, 203-206
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Kaiser Permanente, 209
Karaoke Cab, 65-66
Kauffman Tire, 83



Chapter = EIBINDEX

Keefe, Michael, 127
Kellar, Bob, 117-118
Kennedy, Keith, 251-252
KFC, 135

Kimpton Hotels, 69
Kindred Health Care, 116
King, John, 115
Kingston Emporium, 26
Klesko, Ryan, 263
Kmart, 154

Koch, Jim, 149

Koster, Lillian, 28, 116
Krystal, 153

Kurzweil, Larry, 267
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Learjet, 139
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Lesh, Phil, 121
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imaginative service, 7
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luxury, 139
reinvention, 41
spotlight, 234
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Malcolm Baldrige National Quality Award,
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Man’s Search for Meaning, 25

Manheim, 242
Marcus, Stanley, 204

Market intelligence, vs. customer

intelligence, 204
Marriott, Bill, 35
Marriott Hotel
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Courtyard by, 199
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imaginative service, 7
insight, 214-215
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Merlo, Larry, 210
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MGM Grand, 66
Microsoft, 130

Miller, Greg, 67

Miller, Jim, 29

Miller Brothers Ltd., 66-69
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Misdirection, 80-81
Moen, Inc., 205
Money Magazine, 117
Moran, Marlene, 94
Morris, Mark, 60
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Neiman Marcus
cult-like, 127, 129
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oversight, 224-225
reinvention, 44
Nettel, Dick, 226
New Yorker, 149, 229
New York New York Hotel, 58
New York Times, 205
Newman, Stephen, 95
Nicholson-Hardie, 62, 63
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Nike, 195

Nikolai’s Roof, 143

Nordstrom, 1
camouflage, 76
concierge, 87
cult-like, 122
guarantees, 169-170
imaginative service, 7
reinvention and, 40-41

Omiru, 66

Opulence, 140
Orendian, Simone, 65
Oriental Rug Cleaning, 111
Orient-Express Hotels, 138
Osborne, Alex, 42
Outcome, camouflage and, 75-76
Oversight, 200, 217-218
air filter, 223-225
opportunities, 220-201
strengths, 218-219

target dates, moving beyond, 227-229

threats, 221-222

voices
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important, 225-227
weaknesses, 219-220

Paris Hotel, 58

Parking, 79
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alertness, 115-116
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Picnik, 66
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Pirates of the Caribbean, 132
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service recovery, 184
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Popsugar, 66
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Power, customer relationships and, 105
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Privacy
clairvoyance and, 82-83
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Product Development Performance,
199
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air, 154
concierge service and, 95
The Purple Cow, 8
Pygmalion effect, 268
Pyramid Club, 146

Qubein, Nido, 243, 244, 245
Queen Noor, 244
QuietComfort, 107

Raffles Hotel, 141

Rain Forest Restaurant, 63

Recovery, service, 181-183
connectivity, 189-190
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partnership, 188-189
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spotlight, 238, 240
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luxury, 142
service
backward, 45
helpers, 44
remote, 43-44
slowing down, 43
spotlight, 237, 239
unconventional perspective, 45-47
vu jadé, 39-41
wackiness, 47-51
Requests for proposal (RFPs), 47
Retention, 4
Revitalization, 237-238
Revlon, 69
Revson, Charles, 69
Rife, Brian, 127
Ripken, Cal, 244
Risk, guarantees and, 174
Ritz-Carlton Hotels, 1, 12
air, 150
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cult-like, 134
customized service, 5
guarantees, 177
launch lessons, 267
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reinvention, 41
service recovery, 184, 195
spotlight, 231, 243
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Scholz Garten, 133
Science Diet, 60
Scout’s Honor. See Guarantees
Sears, 234
Self-fulfilling prophecy, 268
Serling, Rod, 59
Service air. See Air defense, protecting
service air
Sewell, Carl, 4, 145, 259-260, 262-269
Sewell Automotive, 144, 145, 259-260,
262-269
Sheraton, 69
Shopping carts, camouflage and, 78
Signage, 84
Silly Putty, 47
Singley, Todd, 137, 138
Skeptics, converting, 249
Skipski, Ron, 93
The Slinky, 47
Smith, Fred, 37
The Southern Belly, 64
Southwest Airlines
air, 154
animation, 22
cult-like, 136
guarantees, 172
imaginative service, 7
launch lessons, 263
partnership, 109
recognizing function, 71
spotlight, 237
The Spa, 145
Spirit of Greatness Pledge, 24
Spotlight, 200, 231-232
case study, 243-246
choosing service level, 232-237
competitive analysis of strategies,
237-240
vision, from strategy to, 241-243
St. Luke’s Medical Center, 211
Stability, 254
Starbucks, 1, 11
air, 150
animation, 27
cultlike, 122, 125
guarantees, 175
reinvention, 43
spotlight, 234, 242, 245
Steinway Hall, 145
Steinway & Sons, 145
Stew Leonard’s Dairy Store
decoration and, 53-54, 55-56
insight, 206
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Storytelling, 125
Super Customer Club, 114-115
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Surveys, getting high responses from, USAA Insurance
206-207 animation, 22
Sustainability, 252-254 cult-like, 136
Suzuki, 122 guarantees, 176-177
SWOT analysis, 200, 218, 220, 222 insight, 206
service recovery, 195
Tang, 48 spotlight, 234
Target, 95 Uselman, Don, 26, 32
TARP Worldwide, 95
The Tattered Cover, 135 The Varsity, 133
Technology, camouflage and, 77 The Venetian, 58, 66
Teerlink, Rich, 253-254 Victoria’s Secret Catalog, 207-208
Television, over-stimulation and, 2 Viral advertising, 3
Tennessee Squire Association, 130 von Goethe, Johann, 24
Texas A&M University, 162, 170, 214-215
This Side Up, 94 Wal-Mart, 154, 195
Thomas, Clarence, 244 Walt Disney World, 3, 13
T-Mobile, 154 air, 150, 157
Todd, Joy, 144 cult-like, 132
Tomorrowland, 132 decoration, 57, 60
Tompkins, Michael, 144 spotlight, 243
Toronto Pearson International Airport, 93 Water Tower, 65
Town and Country, 138 ‘Waterman, Bob, 157
Townsend, Ted, 117 Wayne, John, 192
Townsend Engineering, 117 Wayzata Dental, 32-33, 34
Trader Joe’s, 22 Wegman'’s Markets, 7
Treasure Island Hotel, 58 Westin Hotel, 62
Truex, Jr., Martin, 263 ‘Wharton, Edith, 53
Tunnell, Steve, 145-146 White’s Restaurant, 19-21, 23, 27,
Tupperware, 125 34
The Twilight Zone, 59 Williams, David, 138
Twilight Zone of Terror, 59 Williams-Sonoma, 64
Wilson Fence Company, 100
US. News & World Report, 243 Win, Steve, 91
U.S. Postal Service, 44, 157 Windsor Court Hotel, 141
Uniforms, theme and, 61-62 Win Signature Service, 91
United Airlines, 234, 237 The World Is Flat, 16
United Way, 244 Worth, 138
Universal Orlando
air, 157 Young, Jerald W., 205
decoration, 57
Universal Studios Hollywood Zap Mail, 218
decoration, 57 Zappo.com
launch lessons, 267 animation, 22, 30-31
University of California at Berkley, 171 imaginative service, 7
University of Florida, 205 launch lessons, 267
University of Georgia, 67 Zemke, Ron, 4, 181
University of Rhode Island, 26 Zero-defects, pursuit of, 195

University of Texas, 133 Zieller, Linda, 112



