
Contributors 
 

We would like to thank all of our contributors for their excellent 

stories and articles. Their web sites are also listed on the resource 

page at the end of this eBook.  

 

JoAnna Brandi is the Publisher of the Customer Care Coach® 

leadership program. She is the author of three books including 

"Winning at Customer Retention, 101 Ways to Keep 'em Happy, 

Keep 'em Loyal. JoAnna is an accomplished public speaker and a 

contributing author to numerous business publications. You can 

find more of her work at www.customercarecoach.com . 

 

Phil Dourado is the founder of The Leadership Hub - 

www.TheLeadershipHub.com - The World's online leadership 

community, where leadership practitioners, experts, students, 

authors and commentators share their experience and expertise to 

become better leaders. 

 

Bettina Ann Grahek is an educational administrator with a passion 

for teaching and leading new thinking, new beliefs, and new 

practices for leadership in education. Bettina can be reached c/o 

www.refresher.com . 

 

Jill Griffin is principal of the Griffin Group, Inc. in Austin Texas, 

specializing in customer loyalty training, research and consulting. 

Clients include Dell Computer, Wells Fargo, Cendant Hotel Group, 

Hewlett Packard, Sprint, Raytheon Aircraft, Ford and the U.S. 

Navy. Visit http://www.loyaltysolutions.com/ for additional 

information. 
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Craig Harrison inspires stellar sales and service leadership among 

professionals in a variety of fields. His Expressions Of 

Excellence!™ helps professionals express their sales and service 

excellence with style. Visit his website: 

 www.ExpressionsOfExcellence.com. 

 

Bob Holder is a development consultant. His St. Louis area based 

consulting firm works with profit and non-profit organizations and 

small enterprises. He consults, speaks and writes about innovation, 

strategic visioning and human systems design. 

 

Sara Holtz is the principal and founder of ClientFocus, a business 

development coaching and training company that works exclusively 

with lawyers. She helps successful lawyers become successful 

rainmakers. Visit her website at http://www.clientfocus.net. 

 

Ed Horrell is the best-selling author of ―The Kindness Revolution‖ 

and nationally syndicated columns. For more information on how to 

start a kindness revolution in your company, go to 

http://www.edhorrell.com . 

 

Shep Hyken, CSP is a professional speaker and author 

specializing in the areas of customer service, customer loyalty and 

internal service. For more information on Shep’s speaking 

programs, books and tapes visit http://www.hyken.com . 

 

Rebecca Morgan is one of America's most respected and sought-

after workplace effectiveness experts, professional development 

consultants, performance strategists, facilitators and presenters, 

She's been featured on Oprah, 60 Minutes, USA Today and 

National Public Radio, among many, many other radio, TV, 

http://www.expressionsofexcellence.com/
http://www.clientfocus.net/
javascript:ol('http://www.edhorrell.com');
http://www.hyken.com/
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newspaper and magazine segments. For contact information 

please visit www.rebeccamorgan.com/ . 

 

Jeff Mowatt is the bestselling author of the books, Becoming a 

Service Icon in 90 Minutes a Month and Influence with Ease. As a 

customer service strategist, Jeff’s Influence with Ease® column has 

been syndicated and featured in over 200 business publications. 

For more information please visit: 

http://www.jeffmowatt.com/main.html  

 

Darlene Pineda is Vice President Retail Operations of High 

Performance Retail, Contributing Editor of The CEO Refresher, and 

customer service specialist and breakthrough trainer! Darlene can 

be reached c/o www.refresher.com/highperformanceretail . 

 

Rick Sidorowicz is a business strategist, executive and consultant 

with experience in business revitalization and creating customer-

focused cultures. He is the Publisher and Editor of The CEO 

Refresher … brain food for business! and Minister of Culture of 

High Performance Retail. His web site is www.refresher.com .  

 

Greg Smith is President and founder of Chart Your Course 

International. His cutting-edge keynotes, consulting, and training 

programs have helped businesses reduce turnover, increase sales, 

hire better people and deliver better customer service. He has 

authored eight books including 401 Proven Ways to Retain Your 

Best Employees.  Visit http://www.chartcourse.com/ for additional 

information. 

 

Liz Weber is President of Weber Business Services, LLC. She 

consults, speaks, and trains on Succession and Strategic Planning, 

http://www.rebeccamorgan.com/
http://www.jeffmowatt.com/main.html
http://www.refresher.com/highperformanceretail
http://www.refresher.com/
http://www.chartcourse.com/
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Leadership Development, and Organizational Infrastructure 

Development. Visit http://www.wbsllc.com for additional information. 

 

We also thank the following exceptional leaders for their insights, 

excerpts and quotations that have been referenced in this work. 

 

Alexander Kjerulf is the Chief Happiness Officer! He speaks and 

consults in businesses all over the world, showing executives, 

managers and employees how to change workplaces from dreary 

and stressful to more fun, energized and happy… and profitable! 

Please visit http://positivesharing.com/ for his excellent book - 

Happy Hour is 9 to 5 – and more! 

 

Jack Mitchell is the CEO of Mitchells / Richards, two of the most 

successful clothing stores in the business, and author of Hug Your 

Customers: The Proven Way to Personalize Sales and Achieve 

Astounding Results and Hug Your People: Hire, Inspire and 

Recognize Your Employees to Achieve Remarkable Results. 

 

Tom Peters is a consultant, writer, columnist, seminar lecturer, and 

stage performer — whose energy, style, influence, and ideas have 

shaped new management thinking. We have a reference to a 

recent presentation in London. Visit http://www.tompeters.com/ for 

more.  

 

Brandon Schauer is an experience design director for Adaptive 

Path. He speaks, writes, trains, and practices experience design as 

a differentiator for business strategy.  We have a reference to The 

Long Wow based on his article here - 

http://www.adaptivepath.com/ideas/essays/archives/000858.php 

 

http://www.wbsllc.com/
http://positivesharing.com/
http://www.tompeters.com/
http://www.adaptivepath.com/ideas/essays/archives/000858.php
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Robin Sharma is the CEO and Chief Visionary Officer of Sharma 

Leadership International Inc. (SLI), one of the world’s most 

innovative and respected leadership development firms. For more 

of his wisdom visit  www.robinsharma.com . 
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