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Competition.By William W. HopperDriven to Delight, Delivering World-Class Customer Experience the Mercedes-
Benz Way by Joseph A. Michelli copy;2016 McGraw Hill Education.A must read for any current, future or past
Mercedes-Benz owner, as well as Mercedes-Benz deal ership employee. Thisis the story of how the Mercedes-Benz
USA, the marketing arm of Mercedes-Benz/Daimler, a German automobile manufacturer, has transformed itself to be
customer driven and focused as a company. In todayrsquo;s high-line automotive world there are alot of great
products and manufacturers to choose from, engineering, technology, styling are all factors, but in the end the real deal-
closer is customer service.This book talks about MBUSATrsquo;s CEO, Steve Cannon, the American who has headed
up the US Marketing arm of the company since 2007, and took over as President and CEO of MBUSA in 2011, and
his program of implementation of moving the company from a seller of automobiles, to the next level, a supplier to
satisfied customers. Mercedes-Benz feels that providing exceptional and persona serviceis a hallmark of any leading
brand, and with the Idgquo;Best or Nothingrdguo; mantra follows through with that. The book at first seems to be more
an homage to Cannon, as it mentions him in glowing terms, time and time again throughout the first half of the book.
Asyou look into the authorrsquo;s past work, you see similar Management and Marketing books about other
companies that he has written, as well as he mentions them quite often in this book. And you get the feeling that this
might be the result of being hired by the companies to produce these tomes. Stepping over the self-promotion and the
flattery of MBUSArsguo;s CEO Cannon, there are some very interesting case-studies as well as approachesto
customer management that the company has devel oped and some which were discontinued, all laid out in the timeline
of the study, as the book progresses.A program that developed, The Concierge Program, where other companies use
the Geniustitle, MBUSA chooses to use the customer and service oriented title of Concierge, which is thought of
more as a hospitality service position, than atechnical trainer position. Saying that we are here to help the customer, as
opposed to telling the customer the company employee is more knowledgeabl e than you are. Another program, of
planning ahead for problematic issues with new modelsin their Idquo;MB Selectrdquo; Program that came into
existence as both the CLA and S-Class models debuted, knowing that there would indeed be issues that needed to be
addressed as brand new models came to market, and giving the first responders, the deal ership staff, that authority and
responsibility to fix the problem and make the customer happy, without the hassle of layers of corporate
approval.While the book is more like a first-year marketing studentrsgquo;s required reading, it is an easy read of 263
pages. The stories of success and afew failures goes by quickly with lead up, and responses. While the book does
come across as an ego building exercise, it has a number of very interesting examples of programs that have worked
and those that were tried and abandoned. The book makes provides a view of how MBUSA has worked hard to
become the top seller of luxury automobilesin the USA.For ataste of the book and to see background that is referred
to in the book go to http://driventodelight.com/ Available as a download on i Tunes for $19.95 and hardcover from $17
to $27 on .More interesting now that Steve Cannon has announced his departure from MBUSA as of January 31,
20160 of 0 people found the following review helpful. Learn about Customer service.By NCPVery interesting book
for Mercedes owners and others interested in how Auto dealers customer service works.0 of O people found the
following review helpful. Good readBy DeanLinAZlnteresting read, good information

A Wall Street Journal bestseller Why are Mercedes-Benz customers so loyal and passionate? Because the people at
Mercedes-Benz are Driven to Delight In his previous bestsellers--The Starbucks Experience, The New Gold Standard,
and Prescription for Excellence--Joseph Michelli revealed customer experience practices and strategies of beloved
businesses. Now, in thistimely new book, he shares the greatest customer-driven insights behind one of the most
iconic brand names in the world: Mercedes-Benz USA. DRIVEN TO DELIGHT reveals. How Mercedes-Benz USA
launched a multi-year program to elevate their customer experience--even though their product was aready |dquo;best
in class.rdquo; How they activated people, improved processes, and deployed technology to emotionally engage
customers. How the Mercedes-Benz approach can jump-start any customer-driven businessmdash;by accel erating your
commitment to the customer experience. Filled with exclusive front-seat insights from Mercedes-Benz employees, eye-
opening testimonials from passionate M ercedes-Benz fans, and solid nuts-and-bolts advice for creating your own
consumer-aligned road map, Driven to Delight will help you retool your strategies, reignite your customers, and refuel
your team for the long haul. Mercedes-Benz. The name a one conjures images of luxury, innovation, quality, and
performance. But in todayrsquo;s market, you need more than a world-class product to outpace the competition--
which iswhy the executives at Mercedes-Benz USA set a course to create a customer experience in keeping with their
legendary cars. Thisisthe story of how an organization became Driven to Delight. It reveals the action plan Mercedes-
Benz USA used to catapult the company to first place rankingsin national customer satisfaction studies while at the
same time growing sales and profits. With unprecedented access to company personnel, customer experience expert
Joseph Michelli charts the journey the company took and identifies the all-important keys to driving delight in any
customer-based organization. Y oursquo;ll learn how to: Create a compelling vision for exceptional customer
experiences | dentify the ever changing wants, needs, and desires of your customer segments Map out your key
customer journeys and high value contact points Effectively evaluate customer perceptions throughout their journey
with you Resolve customer needs swiftly and constantly improve your delivery processes Link rewards and



recognition to customer experience excellence throughout your organization These proven techniques are part of the
Mercedes-Benz USA |dquo;Driven to Delightrdquo; culture which sets a new gold standard in customer service,
employee engagement, and peak performance. Y oursquo;ll find step-by-step strategies that can be customized to fit
your business model and customer needs. Y oursquo;ll discover invaluable tools like Vision Mapping, Customer
Journey Wheels, Customer-Centric Strategy and Resource Planning Processes --plus 20 Key Questions you can useto
diagnose your progress and steer your company in the right direction. Along the way, yoursquo;ll get arare first-hand
comprehensive view of aworld-class company in action. Y oursquo;ll see how a ldquo;best or nothingrdquo;
organization became customer obsessed, mile after mile, year after year. Most importantly, yoursquo;ll learn how to
ramp up your own customer experience, rev up your customer commitment, and take your customers on a journey
thatrsquo;s bound to delight--the Mercedes-Benz way. Joseph A. Michelli is an internationally sought-after speaker,
author, and organizational consultant. His books include The Starbucks Experience, The New Gold Standard, The
Zappos Experience, Leading the Starbucks Way, and Prescription for Excellence, which hit #1 on The New Y ork
Times, Wall Street Journal, and USA Today bestseller lists.

From the Back Cover"A powerful and inspiring look 'inside the tent' of Mercedes-Benz that will help you learn how
large companies make big changes in short timespans.”--Guy Kawasaki, Chief Evangelist of Canva and author of The
Art of the Start 2.0"l canrsguo;t remember having read a more compelling example of how great luxury brands
arenrsquo;t just made but are nurtured.nbsp; Driven to Delight offers essential lessons on the direct and undeniable
relationship between how much you value and respect your customers and how they reward you for that
consideration."--Mike Jackson, Chairman, CEO, and President, AutoNation"Joseph Michelli's latest book is a
masterful roadmap for transforming the relationship between leaders, employees, and the customers they serve."--Tom
Rath, author of StrengthsFinder 2.0 and Are Y ou Fully Charged?'The revolution in customer care that MBUSA is
currently undertaking is rivaled only by the revolution that Mercedes began with the invention of the automobile. Dr.
Michellirsguo;s book provides the most comprehensive look at how MBUSA is undertaking and succeeding at this
transformative initiative." --Alex Gellert, CEO, Merkley Partnersnbsp;nbsp; "Kudos to Steve Cannon and Joseph
Michelli. Steveisthe rare CEO who is brutally honestin a public forum about his own iconic organizationrsquo;s
growing pains. Josephrsquo;s ability to present a compelling case study is unparalleled. If Driven to Delight canrsquo;t
convince you of the bottom line benefits of balancing service and technology to differentiate from your competition,
your days are numbered."--Doug Lipp, international business consultant and bestselling author of Disney U"Once
again Joseph Michelli gives us a glimpse into one of the worldsrsquo; great brands and customer experiences.nbsp;
Joseph helps us understand how Mercedes Benz leadership transformed and elevated sales and service
experiences.nbsp; Additionally, he takes the reader on a journey to examine their own organization and determine how
to apply these principles and lessons in their own business.nbsp; Thisis an important read for leaders who want to
grow their businesses, by improving customersrsquo; lives." --Jeanne Bliss, President, CustomerBliss, and bestselling
author of Chief Customer Officer 2.0 and | Love Y ou More Than My Dog"Mercedes Benz's story demonstrates the
leadership and commitment that's required to transform customer experience within alarge organization. The book
does agreat job of capturing how the company engaged all of its employees and partners on ajourney to deliver upon
its brand promise, which required much more than just designing gresat cars."--Bruce Temkin, CCXP, Customer
Experience Transformist Managing Partner, Temkin Group"Most business leaders will tell you how important it isto
delight their customerswho wouldn't? But most don't. Thisisthe story of Steve Cannon's journey to take Mercedes
Benz from 'good to best'the diagnosis, the plan, the process design, the management and measurement, but most
importantly, the leadership that is making 31,600 people, 99.5 percent of whom don't work for him, WANT to deliver
it."nbsp; --Andrew Robertson, President and CEO, BBDO Worldwide, Inc.About the AuthorJoseph A. Michelli isan
internationally sought-after speaker, author, and organizational consultant. His books include The Starbucks
Experience, The New Gold Standard, The Zappos Experience, Leading the Starbucks Way, and Prescription for
Excellence, which hit #1 on the New Y ork Times, Wall Street Journal, and USA Today bestseller lists.



