
Advanced Micro Devices

(AMD), 108

Airplanes, shares of, 15–19

Allard, Bill, 18

America Online (AOL), 30,

108

Apprentice, The, 17

Aston Martin, 116

AT&T Wireless, 149

Atlantic Records, 149

Austin, Ken, 17, 19

“Authentic,” 31–60

DaVinci Gourmet, 54–58

ideas to snag, 58–60

Perimeter

Internetworking, 46–54

Who’s Calling, 35–46

Automatic Data Processing

(ADP), 108

Avis/Budget Rent A Car,

108

Bagel Friday, 101

Balls, in marketing plan,

65–68

Beer brewing, 20–28

Benioff, Marc, 106–108

Benson, Anna, 127

Benson, L.J., 127

Benson, Lonnie:

ball promotion and,

67–68

innovation and, 

126–127

171
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Benson, Lonnie

(Continued)

kindness of, 117

Phone Link/Who’s

Calling origins, 3–14

Stapleton and, 37–38

Venneri and, 64, 67–68

Bentley, 116

Bercot, JoAnn, 134–135

Berkshire Hathaway, Inc.,

16

Bleed Blue Tour, 133–136

BMW, 116

Bond, James, 71

Bordenet, Teresa, 118–119

Borders, 56

Boston Beer Company,

20–28

Branding, 83–84

Brass Monkey Award, 101

“Brave,” 2–30

Boston Beer Company,

20–28

ideas to snag, 28–30

Marquis Jet Partners,

15–19

Phone Link/Who’s

Calling, 3–14

Buffett, Warren, 16

Carleton, Bill, 72

Cash flow, tracking of,

38–40

Catalyst certification

program, 94–96,

136–137

Cendant Rental Car Group,

108

CHEER (Courteous,

Helpful, Enthusiastic,

Excellence Reward)

cards, 97–100

Children’s Hospital

(Seattle), 99

Chrysler, 111

Cichon, M.L., 34

Comfort zone, leaving, 

29

Compassionate Capitalism

(Benioff and

Southwick), 

107–108

Competition, studying, 

29

Computerworld, 108

Consistency, importance

of, 85

Core values, of Who’s

Calling, 89–106
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cards representing,

98–100

listed, 93

Corporate Express, 108

Costs, accounting for,

40–46

Cotter, Bill, 54–55

Crace, Holly, 134–135

Crook, James, 63

Customer relationship

management (CRM)

services, 106–107,

120–121

Customer Satisfaction

Index (CSI), 110

Customers, being lovable

to, 89, 106–113,

119–120

Davenport, Greg, 54–55

DaVinci Gourmet, 54–58

DePina, Stuart, 40, 103

Dichter, Kenny, 15–17, 19

Discipline, financial, 36–46

Discouragement, avoiding,

29–30

DNA Brand Mechanics,

147–148

Dominguez, Frank, 106

Dow Jones, 108

DuPont Registry magazine,

113–117

Edquist, Barb, 102

Eisenhower, Dwight D., 89

Eliot, T.S., 126

Ellico, Cathy, 121

Employees, being lovable

to, 89–106, 113–118

“End of Software”

movement, 78–79,

106–107

FAST (Finance All-Star

Team), 101

Fearless Entertainment, 

149

Ferrari, 116

Finding Nemo, 117

Flexibility, importance of,

118–119

For Your Eyes Only, 71

Fox Communications,

10–13

Fraser, Chase, 29–30

From Russia With Love, 

71

Fujii, Tami, 81–82
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Gifts, delivering personally,

148

Gimmicks, 148

Giveaway items, using

unique, 83

Goals, 60

Goldfinger, 71

Good, having fun doing,

118

Good work, rewarding, 

59

Greenawalt, Andy, 49

Habitat for Humanity, 99

Hager, Diane, 104

Harris, Parker, 78–79, 106

Harris, Rob, 80, 138–141

Horton, Dan, 5, 67

Human resources, see

Employees

Hummer, 116

Innovation, 10–14

Innovator Award, 101

Itzler, Jesse, 15–17

Jacobs, Jim, 16

Jaguar, 121

Jain, Kiran, 141–146

Jansen, Karen, 105

Jeerapaet, Kit, 113–117

Jeff Schrier Ford, 120

Kallman, Rhonda, 21

Kennedy, Florynce, 153

Kennedy, John F., 3

Kerry Group, The, 55

Kindness, random acts of,

117–118

Koch, Charles, 20–21,

25–26

Koch, Jim, 20–28

Koch, Louis, 21

Krouse, Bill, 59

Lamborghini, 116

Land Rover, 121

Lane Company, 85

Liquid Lunch tour, 27–28

Local market, surveying,

28–29

Logos, 83–84

Long Shot World

Homebrew Contest,

26–27

“Loud,” 61–85

ideas to snag, 

83–85
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Pacific Market

International, 80–82

salesforce.com, 77–79

Who’s Calling marketing

plan, 63–77

Loughead, Ted, 119

Loughead Pontiac GMC

Nissan, 119

“Lovable,” 87–121

customers and, 89,

106–113, 119–120

employees and, 89–106,

113–118

ideas to snag, 117–121

“Love them like your

mother” strategy, 

120

MAMA (Most Amazing

Marketing

Achievement award),

101

Mandel, Howie, 72

Manny, 100, 154

MarketQuiz, 30

Marquis Jet Partners, 15–19

MARs (Monthly Account

Reviews), 127–131

Mercedes-Benz, 116

MGM Grand, 72

Miller, Brad, 47–54

Mix, Leanna, 54–58

Moellenhoff, Dave, 106

Monthly Account Reviews

(MARs), 127–131

National Automobile

Dealers Association

(NADA) conventions,

64–68, 70–73

National Express, 145–146

NetJets, 16

Network Operations Center

(NOC), 99

Nokia, 149

O’Bryant, Reshelle, 98

“Off The Menu,” 68–69

OHRCA (Outstanding HR

Contributions Award),

101

Ong, Tan, 98

Opposites, combining, 

149

Pacific Institute, 148

Pacific Market International

(PMI), 80–82, 137–141
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Parkinson, Ed, 129–130

PASTE (People All Sharing

Time and Experience),

96–97

Performance measurement,

59

Perimeter Internetworking,

47–54

PhoneLink, 3–10

Pierce, Shellie, 73–74

PMI Trend Perspective,

81–82

Polar Chevrolet Mazda, 59

Polycom, 108

Porsche, 116

Product management

model, 42–46

Quality ratings, of

customer service, 60

Random acts of kindness,

117–118

Rex, Wally, 12–13,

102–103, 137

ROCSS (Really Outrageous

Client Services

Superstar) award, 101

Rolls-Royce, 116

Sales Catalyst, 136–137

Salesforce.com, 77–79, 83,

106–107

Sales organization:

company support for,

75–77

compensation and,

131–133

new services of, 127–131

Samuel Adams Boston

Lager, see Boston Beer

Company

Sanders, Tim, ix–xii

Santulli, Richard, 16

Seattle Mariners, 65

Serif, Mark, 30

Shimota, Jack, 108–113

Smashmouth, 102

Software, “End of

Software” movement,

78–79, 106–107

Sony Ericsson, 149

SPAM (Superior

Performance

Achievement Medal),

101

“Spunky,” 123–149

Bleed Blue Tour,

133–136
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ccc_venneri_index_171-178.qxd  12/15/04  4:35 AM  Page 176



ideas to snag, 147–149

MARs reports, 127–131

Pacific Market

International, 137–141

sales force

compensation,

131–133

Stewart International

Airport, 142–146

Stapleton, John F., 35–36

on Bleed Blue Tour,

135–136

Who’s Calling and,

37–46

Stapleton, Kate, 

127–128

Stapleton, Mary, 36

Stapleton, Meg, 127

Stapleton, Sean, 127

Stewart International

Airport, 142–146

Stroh, Matt, 136–137

Studio 54, 72

SunGard, 108

SunTrust Banks, 108

Target Corporation, 

149

Team Seattle, 99

Telephone services, 

3–14

Testing, see Trial and error

Themes, 84–85

Theme songs, 74–75,

134–135

Tice, Diane, 148

Toys for Tots, 99

TPS award, 101

Trade shows:

being “loud” at, 63–72

expecting ROI from,

73–75

supporting sales team at,

75–77

Trial and error, 46–54

Trump, Donald, 17

U.S. West, 6

Vans, for tracking response

to ads, 10–14

Venneri, Alexi (author),

63–77, 135

Venneri, Dave, 131–133

Viral marketing, 79

Vision statement, 

58–59

Voice View, 43–44
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Walser Automotive Group,

108–113

Who’s Calling:

Benson and innovation,

3, 10–14

Bleed Blue Tour,

133–136

core employee values,

89–106

financial discipline,

35–46

marketing plan, 63–77,

83–85

MARs reports, 127–131

and salesforce.com, 

108

sales force

compensation,

131–133

World Economic Forum,

108

Yahoo!, xii

Ziegenbein, Amy, 90–93,

96, 98
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