TABLE OF CONTENTS

PART ONE: W hat IsAmazement?

CHAPTER ONE: The Right ThingtoD 0...oovvvvvvvieiieiiiiiiiceceiee i 3
CHAPTER TWO: How We GOtH Bre.. ..., 7

PARTTWO: The M aster Class
CHAPTER THREE: The Master Class: American EXpress..................... 23

PART THREE: Role Modelsfor Amazement

CHAPTER FOUR: Strategy #1: Provide Membership.......................... 49
CHAPTER FIVE: Strategy #2: Have Serious FU N ...........cooooiivviniiinn, 67
CHAPTER SIX: Strategy #3: Cultivate Partnership...................cocvveeinn 87
CHAPTER SEVEN: Strategy #4: Hire Right..........cccoovviiiiiniiiiiiiinn 105

CHAPTER EICHT: Strategy #5: Create a Memorable After-Experience. . .121

CHAPTER NINE: Strategy #6: Build Community..............oooovvvveeinnn, 135
CHAPTER TEN: Strategy #7: Walkthe W alk.............ccoeeviiiviviininnnnn, 153
AFTERWORD.....vvi e 171

PART FOUR: Create Your Own AmazementRevolution

APPENDIX A: TheART ofAmazement To-DOL iSt......cccccoeviirrnnn. 175
APPENDIX B: AmazementBrainstorm Worksheets........................... 187
NOTES. .. 199
ACKNOWLEDGMENTS. ... 203
INDEX BY SUBJECT. ..o 205
INDEX BY COMPANY ... 211

ABOUTTHEAUTHOR. ..., 213



