
The Starbucks Experience  
(Joseph A. Michelli)
The Starbucks Experience contains a robust 
blend of the home-brewed ingenuity and 
people-driven philosophies that have made 
Starbucks one of the world’s “most admired” 
companies, according to Fortune magazine. 
Discover how the success of Starbucks is 
driven by the people who work there and the 
special experience they create for each 
customer.

Be Our Guest  
(Michael D. Eisner)
Whether they are called clients, customers, 
constituents, or, in Disney-speak, guest, all 
organizations must better serve the people 
who purchase their products and services or 
risk losing them. Now, for the first time, one 
critical element of the methods behind the 
magic that is the Walt Disney World Resort-
quality service is revealed in Be Our Guest.

Leaders Eat Last
(Simon Sinek)
Why do only a few people get to say “I love 
my job”? It seems unfair that finding fulfillment 
at work is like winning a lottery; that only a 
few lucky ones get to feel valued by their 
organizations, to feel like they belong. 
Imagine a world where almost everyone 
wakes up inspired to go to work, feels trusted 

Wooden on Leadership 
(John Wooden)
During his career as the head coach for 
UCLA, John Wooden won 10 NCAA national 
championships in 12 years, including 88 
straight games and four perfect seasons. In 
Wooden on Leadership, the coach and his 
longtime collaborator Steve Jamison, share 
Wooden's insights about motivating others, 
creating a coherent team and producing 
winning results. 

Start with Why 
(Simon Sinek) 
In studying the leaders who've had the 
greatest influence in the world, Simon Sinek 
discovered that they all think, act, and 
communicate in the exact same way-and it's 
the complete opposite of what everyone else 
does. People like Martin Luther King Jr., 
Steve Jobs, and the Wright Brothers might 
have little in common, but they all started with 
why.

The Zappos Experience 
(Joseph A. Michelli)
The Zappos Experience takes you through 
the playful off-beat company culture Zappos 
has become famous for. Michelli reveals what 
occurs behind the scenes at Zappos, showing 
how employees at all levels operate on a day 
to day basis while providing the “big picture” 
leadership methods.

and valued during the day, and then returns 
home feeling fulfilled. This is not a crazy, 
idealized notion. Today, in many successful 
organizations, great leaders are creating 
environments in which people naturally work 
together to do remarkable things. 

Integrity 
(Dr. Henry Cloud)
A person with integrity has the ability to pull 
everything together, to make it all happen no 
matter how challenging the circumstances. 
Drawing on experiences from his work, Dr. 
Henry Cloud, a clinical psychologist, 
leadership coach, corporate consultant and 
nationally syndicated radio host, shows how 
our character can keep us from achieving all 
we want to (or could) be.

Help the Helper 
(Kevin Pritchard)
Help the Helper will show you how to put this 
level of teamwork to work in your business, to 
build a culture that recognizes and rewards 
those who help the helper—even when they 
don’t have sexy statistics. In the process, it 
will teach you how to de-emphasize the 
CEO/quarterback/superstar and effectively 
redefine leadership.
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The Advantage 
(Patrick Lencioni)
Consulting executive, Lencioni, has an 
answer for floundering business—aim for 
organizational health. In other words, be a 
businesses that is whole, consistent, and 
complete, with complementary management, 
operations, strategy, and culture. Today, the 
vast majority of organizations have more than 
enough intelligence, experience, and 
knowledge to be successful.

The Art of Asking 
(Terry Fadem)
Discover the core questions that every 
manager needs to master. Learn how to ask 
tough questions and take control of tough 
situations. Use questions to promote 
innovation, drive change, identify hidden 
problems, and get failing projects back on 
track.

Turning Pro 
(Steven Pressfield)
When we turn pro, we give up a life that we 
may have become extremely comfortable 
with. We give up a self that we have come to 
identify with and to call our now. The passage 
from amateur to professional is often 
achieved via an interior odyssey whose trials 
are survived only at great cost, emotionally, 
psychologically and spiritually. 

We pass through a membrane when we turn 
pro. It's messy and it's scary. We tread in 
blood when we turn pro. What we get when 
we turn pro is that we find our power. We find 
our will, our voice and our self-respect. We 
become who we always were but had, until 
then, been afraid to embrace and live out.

Cracking Your Church Culture 
Code
(Samuel R. Chand)
This work describes five easily identifiable 
categories of church culture with diagnostic 
descriptions in the book and a separate online 
assessment tool. The reader will be able to 
identify strengths and needs of their church's 
culture, and then apply practical strategies to 
make their church's culture more positive.

First Impressions 
(Mark Waltz)
Guests in church often decide whether to 
return or not before the service even starts. 
It's crucial to create a welcoming environment 
for guests of your church--to ensure that their 
first impression is the best impression. Author 
Mark Waltz gives you practical strategies that 
have worked in his own church--which you 
can easily implement in yours.

Lasting Impressions 
(Mark Waltz)
Discover how to create a church culture that 
encourages connections--and draws people 
deeper into the life at your church and deeper 
into a relationship with Jesus. Author Mark 
Waltz provides proven steps for turning 
church guests into committed Christ-followers.

How to Wow Your Church 
Guests 
(Mark Waltz)
Inside the pages of How to Wow Your Church 
Guests, you'll discover 101 simple things that 
send big messages to your guests. Each one 
will help you consider your church's welcome 
quotient. Written in a practical, actionable 
style, even if you only embrace a few of these 
ideas you'll immediately improve the quality of 
guest services in your organization.

Fusion 
(Nelson Searcy)
Fusion offers you a step-by-step, biblically-
grounded, tested and proven plan for 
establishing a relationship with newcomers 
that starts with the first seven minutes of their 
visit and ultimately prompts them to become 
fully developing members of your congrega-
tion. This innovative, practical guide is full of 
how-to information, testimonials from 
newcomers-turned- members and from 
participating church leaders, examples of 
assimilation materials and check points to 
make sure you stay on track.
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The Volunteer Revolution 
(Bill Hybels)
Pastor Bill Hybels believes that there is a new 
reality in America. The church has entered an 
era of growth and unprecedented spiritual 
opportunity to share the Gospel, yet at the 
same time we face a shrinking economy and 
a world in crisis. This poses a great resource 
challenge for the church. In order to reach out 
to people who are spiritually hungry, the 
church needs more people to be equipped to 
serve others. 

Be Our Guest: Revised and 
Updated
(Theodore Kinni)
Be Our Guest highlights the successes many 
of these companies have achieved, plus the 
key processes and best practices that have 
made Disney a trusted and revered brand 
around the world for more than eighty-five 
years.

The Checklist Manifesto 
(Atul Gawande)
The modern world has given us stupendous 
know-how. Yet avoidable failures continue to 
plague us in health care, government, the law, 
the financial industry—in almost every realm 
of organized activity. And the reason is simple: 
the volume and complexity of knowledge 
today has exceeded our ability as individuals 
to properly deliver it to people—consistently, 
correctly, safely. We train longer, specialize 
more, use ever-advancing technologies, and 
still we fail.

Connect
(Nelson Searcy)
This step-by-step guide shows you how to 
create a culture that attracts, keeps, and 
grows volunteers. It gives you the practical 
insight and tools you need to effectively 
involve people in serving your local church. 
You'll learn how to help people see the 
importance of serving, how to continually 
raise up new volunteers, how to really 
delegate, and more.

Outside in 
(Harley Manning, Kerry Bodine)
Based on fourteen years of research by the 
customer experience leaders at Forrester 
Research, Outside In offers a complete 
roadmap to attaining the experience advan-
tage. Identifying and solving problems has the 
potential to dramatically increase sales and 
decrease costs.

Amaze Every Customer Every 
Time
(Shep Hyken) 
Delivering amazing service requires everyone 
in your organization to step up and be a 
leader. It doesn’t take a title. It takes the right 
set of tools and principles. To help you 
empower employees at all levels, Shep brings 
the content to a deeply practical level. His 52 
Amazement Tools—like “Ask the extra 
question” and “Focus on the customer, not the 
money”—are simple, clear, useful for almost 
anybody, and supported with compelling 
research and stories.

Clued In 
(Lewis Carbone)
This work offers a summary of the book 
“CLUED IN: How To Keep Customers Coming 
Back Again And Again” by Lewis Carbone. As 
Carbone explains in Clued In, every business 
exists for just two reasons: 1. To make money 
for the firm – by selling products and services 
for more than they cost to make or deliver; 2. 
To make customers – by doing something so 
well people are prepared to pay for the added 
value being created.

Setting the Table 
(Danny Meyer)
With the same grace and generosity 
displayed in his dining rooms, Meyer's 
instructive how-we-did-it account shares 
lessons learned on his way to becoming CEO 
of Union Square Hospitality Group. Meyer 
opened Union Square Cafe in 1985 when he 
was 27 years old. It hit its stride three years 
later when he hired chef Michael Romano, 
and Meyer charts its evolution from a 
neighborhood to international institution.

Disney U
(Doug Lipp)
The Disney University, founded by Van 
France, trains the supporting cast that helps 
create the world-famous Disney Magic. Now, 
for the first time, the secrets of this exemplary 
institution are revealed. In Disney U, Doug 
Lipp examines how Van perpetuated Walt 
Disney's timeless company values and 
leadership lessons, creating a training and 
development dynasty.
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It’s not About the Coffee 
(Howard Behar)
This book reveals the ten principles that 
guided his leadership-and not one of them is 
about coffee. It discusses the importance of 
building trust, telling hard truths, thinking 
independently, and more. And It shares inside 
stories of key turning points for Starbucks, as 
it fought to hang on to its culture while 
growing exponentially.

The Apple Experience 
(Carmine Gallo)
Apple Stores earn more money per square 
foot than any other retailer. At the core of 
Apple’s success and intense customer loyalty, 
however, aren’t just “Insanely Great” products, 
but great people who are informed, empow-
ered, and motivated to deliver an unbeatable 
customer experience. In The Apple Experi-
ence, internationally bestselling author 
Carmine Gallo details the principles and 
practices behind this total commitment to the 
customer and explains how your brand can 
achieve outstanding results by delivering this 
same high standard of service.

Raving Fans
(Ken Blanchard, Sheldon Bowles)
This, in a nutshell, is the advice given to a 
new Area Manager on his first day--in an 
extraordinary business book that will help 
everyone, in every kind of organization or 
business, deliver stunning customer service 
and achieve miraculous bottom-line results.

The New Gold Standard
(Joseph Michelli)
Required reading for anyone who wants to 
learn how to create passionate employees 
and customers! The Ritz Carlton is the best 
hotel chain in the world because of the unique 
experience it offers. This book shows you how 
to install the same customer-focused attitude 
toward service that makes it a world leader.

The Nordstrom Way to
Customer Service 
(Robert Spector)
The Nordstrom Way shows the direct link 
between empowering your employees and 
creating a long-term relationship with your 
customers. More businesses should follow 
Nordstrom. Virtually every company wants to 
be the Nordstrom of their industry. Nordstrom 
is one of only five companies to make 
Fortune's "best companies to work for" and 
"most admired" list every year the surveys 
have been taken. 

Good to Great 
(Jim Collins)
Built to Last, the defining management study 
of the nineties, showed how great companies 
triumph over time and how long-term 
sustained performance can be engineered 
into the DNA of an enterprise from the very 
beginning.

Leading With a Limp 
(Dan Allender)
Go ahead and take full advantage of your 
flaws. The most effective leaders don’t rise to 
power in spite of their weakness; they lead 
with power because of their weakness. If you 
are a leader–or if you have been making 
excuses to avoid leading–find out how to get 
the most from your weakness. A limping 
leader is the kind of person God uses to 
accomplish amazing things.

The Safest Place On Earth 
(Larry Crabb)
In today's frenetic society, people rarely 
develop intimate friendships. Instead, they 
spend their lives essentially disconnected 
from others, rushing through life content with 
brief visits and casual conversations. In The 
Safest Place on Earth, Larry Crabb explores 
such a place, where God can heal discon-
nected people and allow them to reconnect 
with each other and, ultimately, with Him.
 
I Am a Follower
(Leonard Sweet)
Join Sweet on an exciting and intentional 
journey from a leadership cult to followership 
culture. Discover for yourself the way, the 
truth, and the abundant life of following Jesus 
Christ and what it truly means to “Follow Me!”
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Your Spiritual Gifts Can Help 
Your Church Grow 
(C. Peter Wagner)
Every believer has been given one or more 
spiritual gifts by God to serve His people. But 
how can Christians know which gifts they 
have? Your Spiritual Gifts Can Help Your 
Church Grow is a comprehensive look at the 
28 biblical gifts, with an in-depth definition and 
history of each one. As pastors and ministry 
leaders read the book they will learn how to 
release and empower the believers in their 
congregation or group and the church will 
flourish!

The Likeability Factor 
(Tim Sanders)
The choices other people make about you 
determine your health, wealth, and happiness. 
And decades of research prove that people 
choose who they like. They vote for them, buy 
from them, marry them, and spend precious 
time with them. The good news is that you 
can arm yourself for the contest and win life’s 
battles for preference. How? By raising your 
likeability factor.

Customer Experience 
Management 
(Bernd H. Schmitt)
Bernd Schmitt introduces the five-step CEM 
process, a comprehensive tool for connecting 
with customers at every touch-point. A 
must-read for senior executives, marketing 
managers, and anyone charged to drive 
growth and spur change.

The Disney Way 
(Bill Capodagli & Lynn Jackson)
The original edition of The Disney Way was 
awarded a coveted “Best Business Book of 
the Year” by Fortune magazine. The world's 
foremost experts on Disney, Bill Capodagli 
and Lynn Jackson, revealed Walt's secret 
success formula that propelled his company 
into the highest echelon of business, 
creativity, innovation, and success.

Making Ideas Happen
(Scott Belsky)
Belsky has spent six years studying the habits 
of creative people and teams that are 
especially productive-the ones who make 
their ideas happen time and time again. While 
many of us obsess about discovering great 
new ideas, Belsky shows why it's better to 
develop the capacity to make ideas happen-a 
capacity that endures over time.

Human Sigma
(John H. Fleming) 
Human Sigma addresses a popular need with 
an exciting new method for managing 
customer-employee relations that increases 
both productivity and profitability. It incorpo-
rates cutting-edge research in the neurosci-
ences and behavioral economics — including 
brain imaging research into customer’s 
emotional connections to the companies they 
love — with proven techniques for improving 
workforce performance and revenues 
generated from existing customers.

Chief Customer Officer 
(Jeanne Bliss)
This book provides leaders the tools and 
information they need to overcome organiza-
tional inertia and deliver a meaningful 
customer experience. The author includes 
diagnostics to determine if a company's core 
strengths, metrics, and systems improve or 
harm customer relationships.

The Celebrity Experience 
(Donna Cutting)
The Celebrity Experience shows how to turn 
customers into lifelong, adoring clients by 
delivering consistent red-carpet customer 
service. Based on hundreds of interviews with 
professionals who exclusively serve celebrity 
clients, author Donna Cutting shows you how 
to make every customer feel like a superstar.

Secret Service 
(John R. Dijulius)
In a world of ever-increasing mediocrity, real 
customer service and relationship building are 
the keys to competitive differentiation. 
DiJulius's work is a blueprint to helping 
businesses exceed customer expectations.



Emotional Intelligence 2.0 Humility Wired to Care

What’s the Secret 
(John R. DiJulius III)
In Secret Service, he reveals how to develop 
behind-the-scenes systems that will enable 
your business to develop a great corporate 
culture that shows in the dedication and 
passion of your front-line people. To go 
deeper with your existing customers, turn 
complaints into positive experiences and to 
make each customer feel welcome, comfort-
able, important, and understood.
 
Build Great Customer
Experiences 
(Colin Shaw and John Ivens)
This book is about building and delivering 
great customer experiences. Many companies 
neglect this, but the physical execution and 
emotional impact of customer experiences, 
companies and brands may ultimately 
determine customer satisfaction, loyalty, and 
commercial success. 

Wired to Care 
(Dev Patnaik)
Wired to Care is a compelling tale of the 
power that people have to see the world 
through each other’s eyes, told with passion 
for the possibilities that lie ahead if leaders 
learn to stop worrying about their own 
problems and start caring about the world 
around them.

Emotional Intelligence 2.0
(Travis Bradberry & Jean Greaves)
The book contains proven strategies from a 
decade-long effort to accurately measure and 
increase emotional intelligence. Trusted by 
upper-echelon leaders inside companies 
worldwide, these strategies will enable you to 
capitalize on the skills responsible for 58% of 
performance in all types of jobs.

Managing the Customer 
Experience
(Shaun Smith & Joe Wheeler)
Managing the Customer Experience shows 
you how. It takes you through the step-by-step 
process of creating Loyalty by Design. It 
shows you how to re-think your business from 
the customer’s point of view and then design 
and deliver a customer experience that drives 
loyalty.

Necessary Endings 
(Dr. Henry Cloud)
Henry Cloud, the bestselling author of 
Integrity and The One-Life Solution, offers this 
mindset-altering method for proactively 
correcting the bad and the broken in our 
businesses and our lives. Cloud challenges 
readers to achieve the personal and profes-
sional growth they both desire and deserve, 
and gives crucial insight on how to make 
those tough decisions that are standing in the 
way of a more successful business and, 
ultimately, a better life.

Revolutionize your Customer 
Experience 
(Colin Shaw)
In his previous groundbreaking book with 
John Ivens, Colin Shaw looked at the 
development of the conceptual framework for 
the customer experience together with 
examples of best practice and strategies for 
implementation. The current book will explore 
the subject in more depth with new research 
and best practice and show companies and 
organizations how to identify where they are 
and how to revolutionize their customer 
experience.

Humility
(Andrew Murray)
Through the years God taught Andrew Murray 
the ways of humility and its relation to faith, 
holiness, happiness, and exaltation. And he 
shares it all with you in this wonderful book. 
This book outlines principles for effective 
fasting while examining the role of fasting in 
the prayer lives of Christians.

Social Intelligence 
(Karl Albrecht)
In Social Intelligence, Karl Albrecht engages 
us in a lively, insightful, and compelling 
exploration of the most crucial of human 
competencies. Full of real-life examples, a 
memorable framework, and practical tools 
and skills, Social Intelligence is a must-have 
guide for navigating our way through the 
sometimes mystifying, sometimes hilarious, 
and always stimulating world of person-to-
person interactions.
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Disciplined Dreams 
(Josh Linkner)
In today's fiercely competitive global market-
place the most important resource any 
business has is the creative thinking of its 
people. In Disciplined Dreams, Josh Linkner 
lays out a road map that will guide individuals, 
teams, and companies to higher levels of 
creativity. It is a journey that will lead to better 
ideas and breakthrough thinking.

Think Twice 
(Michael J. Mauboussin)
Mauboussin shows us how to recognize and 
avoid common mental missteps. These 
include misunderstanding cause-and-effect 
linkages, not considering enough alternative 
possibilities in making a decision, and relying 
too much on experts.

Simply Strategic Growth 
(Tim Stevens and Tony Morgan)
Simply Strategic Stuff equips pastors to 
perform the administrative details of pastoring 
with ease--and enthusiasm. Deal with the 
often-overlooked details - Understand the 
business of operating a successful, growing 
church - Better manage finances, staffing, 
communications, technology, and campus 
development. Easy-to-understand and 
humorous, this book encourages pastors to 
consider basic principles that will help them 
develop systems and structures for releasing 
growth, enabling churches to reach their 
communities and the world for Jesus Christ.

Deep & Wide 
(Andy Stanley)
With surprising candor and transparency, 
pastor Andy Stanley explains how one of 
America’s largest churches began with a 
high-profile divorce and a church split.
But that’s just the beginning…
Deep & Wide provides church leaders with an 
in-depth look into North Point Community 
Church and its strategy for creating churches 
unchurched people absolutely love to attend. 

Every Church has a Culture by 
Design or Default 
(Kevin Gerald)
You can be intentional about creating the right 
God-given culture for your church. This book 
is intended to help both pastors and members 
engage in the never-ending process of 
creating a purposeful church culture that flows 
with the synergy of their vision for reaching 
the world with the gospel of Jesus Christ. 

Indisputable Laws of 
Teamwork 
(John Maxwell)
Building and maintaining a successful team is 
no simple task. Even people who have taken 
their teams to the highest level in their field 
have difficulty recreating what accounted for 
their successes. The 17 Indisputable Laws of 
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QRQ�SURILW�YROOXQWHHUʊZLWK�WKH��KRZ�WRV��DQG�
attitudes for building a successful team.

Boundaries 
(Dr. Henry Cloud and John Townsend)
Having clear boundaries is essential to a 
healthy, balanced lifestyle. A boundary is a 
personal property line that marks those things 
for which we are responsible. In other words, 
boundaries define who we are and who we 
are not. Boundaries impact all areas of our 
lives.

High Tech-High Touch 
Customer Service 
(Micah Solomon)
Today’s customers are a hard bunch to crack. 
Time-strapped, screen-addicted, value-savvy, 
and socially engaged, their expectations are 
tougher than ever for a business to keep up 
with. They are empowered like never before 
and expect businesses to respect that sense 
of empowerment—lashing out at those that 
don’t.

The Wonderful World of
Customer Service at Disney 
(J. Jeff Kober)
Dedicated to those who would love to make 
their work environment as polished and 
customer-friendly as a day at Disney, The 
Wonderful World of Customer Service at 
Disney is a celebration of great business 
practices that can be applied to any service 
organization. See it from the eyes of J. Jeff 
Kober, a foremost leader in the best business 
practices of not only Disney, but some of the 
best world-class organizations.
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So Good They Can’t Ignore 
You 
(Cal Newport)
After making his case against passion, 
Newport sets out on a quest to discover the 
reality of how people end up loving what they 
do. Spending time with organic farmers, 
venture capitalists, screenwriters, freelance 
computer programmers, and others who 
admitted to deriving great satisfaction from 
their work, Newport uncovers the strategies 
they used and the pitfalls they avoided in 
developing their compelling careers. 

Inside the Magic Kingdom 
(Tom Connellan)
Now an insider takes you inside the incredible 
Disney service culture and presents simple, 
powerful concepts in a fun, memorable way.

Embracing a Volunteer 
(André Olivier)
People often regard their service to God as a 
big favor for which they deserve applause and 
special concessions. The Bible paints a very 
different picture of a volunteer culture to the 
one operating in most churches today. If the 
church is to advance and accomplish all that 
God has for her to do on the earth, then the 
principles of this book are vital. The book will 
speak to every heart and will be valuable to 
members, leaders and pastors as a resource 
to train their volunteers and staff. It is a 
must-read for every volunteer in the church, 
as God wants us to have the right kind of 
spirit as we serve him in ministry and conduct 
the affairs of his house.

Creativity, Inc. 
(Ed Catmull)
Creativity, Inc. is a book for managers who 
want to lead their employees to new heights, 
a manual for anyone who strives for original-
ity, and the first-ever, all-access trip into the 
nerve center of Pixar Animation—into the 
meetings, postmortems, and “Braintrust” 
sessions where some of the most successful 
films in history are made. It is, at heart, a book 
about how to build a creative culture—but it is 
also, as Pixar co-founder and president Ed 
Catmull writes, “an expression of the ideas 
that I believe make the best in us possible.”


