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It's no secret that companies that deliver one-of-a-kind experiences for their customers create raving fans that return,
refer, and clamor for more. As a leader in your organization, you are charged with coming up with unique and exciting
ideas for rolling out the red carpet for your customers. But given your other responsibilities, where can you find the
time to do so?
501 Ways to Roll Out the Red Carpet for Your Customers is power-packed with proven, ready-to-implement action ideas
to enhance your customers' experience. You'll find examples from a variety of fields, from healthcare, banking, and
entertainment to small business, retail, and entrepreneurial ventures.
501 Ways to Roll Out the Red Carpet for Your Customers will give you helpful tips to:
Make "red-carpet service" a first and lasting impression.






Get your team "red-carpet ready."
Inspire positive word-of-mouth by delivering wow.
Handle service recovery with style.
Employ creative marketing ideas and social media savvy.

Using the plethora of tips, tricks, and techniques in 501 Ways to Roll Out the Red Carpet for Your Customers, you don't
have to reinvent the customer-service wheel--just roll out the red carpet!

Donna Cutting is the founder and CEO of Red-Carpet Learning Systems, Inc., a consulting firm that provides tools and
training to help leaders engage their teams to deliver world-class customer service. She's a popular keynote speaker, and
her experience as an actress clearly informs her high-energy, theatrical, and comedic speaking style. She is the author of
The Celebrity Experience: Insider Secrets to Delivering Red-Carpet Customer Service. As a speaker and consultant she works
with a wide variety of clients, including those in healthcare, senior living, entertainment, retail, financial services,
pharmaceuticals, and others. Donna happily lives in Asheville, North Carolina, with her husband, Jim, and their two dogs,
Moxie and Tonks.
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Whether you are a newly promoted manager, a seasoned business owner, or a human resources
professional, knowing the ins and outs of dealing with HR issues is critical to your success. The Essential HR
Handbook is a quick-reference guide that sheds light on the issues that keep managers up at night. It is filled
with information, tools, tips, checklists, and road maps to guide managers and HR professionals through the
maze of people and legal issues, from recruiting and retaining the best employees to terminating poor
performers.
With this book, you'll learn how to effectively and efficiently:







Individually manage each employee, starting on his or her first day.
Manage a multi-generational workforce.
Appraise job performance.
Coach and counsel.
Provide equitable pay, benefits, and total rewards strategies.
Identify legal pitfalls and stay out of court.

The Essential HR Handbook is the one HR guide every manager needs on his or her desk!
Sharon Armstrong has served as director of human resources at a law firm and several other organizations in
Washington, DC. Since launching her own consulting business in 1998, she has provided training and
completed HR projects dealing with performance management design and implementation for a wide variety
of clients. She is the coauthor of The Essential HR Handbook.
Barbara Mitchell is a human resources professional and management consultant who is a recognized expert
in the HR field. Prior to co-founding The Millennium Group International, LLC, much of her HR career was spent
with Marriott International. She is now managing partner of The Mitchell Group, a HR consulting practice.
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“We’re sorry but your recommendation wasn’t approved.”
We’ve all heard those words; it’s a sentence that swallows your hopes and crushes your confidence.
Getting ideas or projects approved and securing the resources needed to implement them is one of the greatest
challenges business leaders face. With multiple stakeholders, constrained budgets, and competing agendas, it’s difficult
to cut through the clutter and garner the required support.
The Elegant Pitch provides a simple, proven process to go from idea to approval more quickly and effectively than ever
before. This is the same method used by elite strategy consulting firms such as McKinsey & Co. and Bain Consulting. But
you don’t have to be a high-priced consultant to master a process that promises:







Clearer and more compelling recommendations and ideas.
Shorter and crisper communications.
Greater efficiency.
Shorter and fewer meetings.
More efficient decision-making processes.
A higher likelihood of getting your recommendations approved.

Do less work, hold fewer and shorter meetings, and get ideas approved on the first pass? Sign me up! By using the
methods in The Elegant Pitch, you can get to “yes” more quickly and drive the results that set you apart from the crowd.

Mike Figliuolo, is the founder and managing director of thought LEADERS, LLC, a professional services firm specializing in
leadership development. He's helped thousands of leaders at the world's most recognized companies learn to
communicate more clearly, concisely, and convincingly. Mike has taught these approaches across industries, including
pharmaceuticals, financial services, consumer goods, professional services, high tech, and healthcare. He is the author of
One Piece of Paper and Lead Inside the Box, and a nationally recognized speaker, trainer, and blogger. Mike is an honor
graduate of the United States Military Academy at West Point and served in the U.S. Army as an armor officer. Before
founding his own company, he was a consultant at McKinsey & Co. and an executive at CapitalOne and Scotts Miracle-Gro.
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Managing people is the most challenging part of any leader's day. And that job certainly is not getting any
easier. The Big Book of HR will provide any HR professional, manager, or business owner of any size
organization the information they need to get the most from their talent. It is filled with information on
everything from the most strategic HR-related issues to the smallest tactical detail of how to manage people.
Each topic covered includes information on associated legal issues, and includes stories from leading
organizations to illustrate how Human Resources can positively impact the organization. Each chapter ends
with discussion questions to test your understanding of the topic and encourage additional thought. Many
sample forms and templates plus a list of additional resources are included, as well.
The Big Book of HR will clearly and comprehensively explain how to:







Identify, motivate, and retain your superstars
Determine the employees you need and when to hire them
Select the best applicants for your positions and your culture
Assimilate new talent into your organization
Manage using total rewards and performance management
Maintain positive employee relations and manage conflict

Barbara Mitchell is a human resources professional and management consultant who is a recognized expert
in the HR field. She is co-author of The Essential HR Handbook. Prior to co-founding The Millennium Group
International, LLC, much of her HR career was spent with Marriott International. She is now managing partner
of The Mitchell Group, a HR consulting practice.
Cornelia Gamlem, SPHR, is president of The GEMS Group, Ltd. She co-authored Roadmap to Success: 5 Steps
to Putting Action Into your Affirmative Action Plan. She has served on the National Board of Directors of the
Society for Human Resources Management and has testified before the EEOC. Both authors live in the
Washington, D.C. area.
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Roger Dawson's Secrets of Power Negotiating has changed the way American business thinks about negotiating.
Thinking "win-win"--looking for that magical third solution in which everyone wins but nobody loses--can be a naive and
ultimately unsuccessful approach in today's tough business environment. Power Negotiating teaches that the way you
negotiate can get you everything you want and still convince the other side that they won also.
This third edition has been completely revised and updated to reflect the changing dynamics of business today. New
and expanded sections include:







Twenty sure-fire negotiating gambits.
How to negotiate over the telephone, by e-mail, and via instant messaging.
How to read body language.
Listening to hidden meanings in conversation.
Dealing with people from other cultures.
How to become an expert mediator.

Secrets of Power Negotiating covers every aspect of the negotiating process with practical, proven advice, from
beginning steps to critical final moves: how to recognize unethical tactics, key principles of the Power Negotiating
strategy, why money is not as important as everyone thinks, negotiating pressure points, understanding the other party
and gaining the upper hand, and analyses of different negotiating styles.
Roger Dawson is the founder of the Power Negotiation Institute and one of the country's top experts on the art of
negotiating--SUCCESS Magazine calls him "America's Premier Business Negotiator." As a full-time speaker since 1982,
Roger has travelled the world to teach business leaders how to improve their profits using his Power Negotiating
techniques. He has trained executives at some of the world's largest companies, including General Foods, General Motors,
Xerox, IBM, and Harvard Medical School, and conducted seminars around the world. He resides in La Habra Heights,
California.
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Intuition is the hot buzzword in business, but specific guidelines on how to trust your gut have been sorely
lacking. Put Your Intuition to Work provides that missing link.
Business is about making money, but it’s also about making decisions. There are relatively small decisions, like
when to call a meeting or which emails to answer quickly. Then there are the big decisions that can make or
break a business—which product to launch, whom to hire, how to spend.
Hard work, analytics, past successes, intelligence, and a great business plan aren’t enough anymore. Many of
us are scrambling to discover the path to success but have found instead that we’ve lost our way. Although
many business leaders won’t publicize it, intuition is a key part of their decision-making success. Put Your
Intuition to Work offers numerous compelling stories from entrepreneurs and executives about how they
successfully use intuition in their daily lives. It is an inspiring and practical guide to help you:
Make successful decisions when you don’t have all the facts.



Tap into your passion as a personal source of guidance.
Discover the many ways to listen to your “inner CEO.”

Lynn A. Robinson is a popular speaker and a best-selling author whose many books, including Divine Intuition:
Your Inner Guide to Purpose, Peace and Prosperity, have been published in more than a dozen languages. Lynn
has a passion for teaching people how to access their intuition and develop it for practical use in everyday life,
and for discovering and achieving long-term goals. She has been featured on ABC and FOX News, and in the
Boston Globe, the Chicago Tribune, the New York Times, and USA Today. She lives in Cape Cod, Massachusetts.
Her website is LynnRobinson.com.
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What is resilience? Is it just a fancy way to characterize a hopeful, upbeat personality or a positive spirit of
never giving up? In Positively Resilient, Doug Hensch aims to take a different look at what turns out to be a
much richer and deeper concept than just bouncing back from adversity.
Martin Seligman, considered the father of positive psychology, has likened resilience to clearing the weeds
from a rose garden, which can only reach its potential if the weeds are kept in check. Human beings face
“weeds” of their own: Layoffs, health issues, stock market crashes, threats of terrorism, and natural disasters
are all too common. Americans are busier, more stressed, and more anxious and depressed than they were
during the Great Depression.
Based on more than 40 years of research and 20 years of professional experience, Positively Resilient will help
you discover:





How any efforts toward personal change can be enhanced using several simple steps.
That being psychologically flexible is critical to thinking through the mountain of information we receive
every day.
How to incorporate mindfulness and curiosity into your life.
How our emotions help us to navigate our environment.

Doug Hensch is a certified executive coach, consultant, and corporate trainer. He earned a bachelor of arts
degree in economics from the University of Pennsylvania and a master of education degree from Temple
University. Dr. Martin Seligman, Fox Leadership Professor of Psychology at the University of Pennsylvania,
referred to Hensch as one of his "most talented young colleagues." Dr. Seligman and Hensch worked together
to develop a website that helped thousands increase their resilience and well-being.Hensch has created
workshops that focus on resilience, strengths, well-being, and goals. He lives and works in Leesburg, Virginia.
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With virtually nonexistent oversight, the internet can easily become the judge, jury, and executioner for
anyone’s reputation. Digital attacks and misinformation can cost you a job, a promotion, your marriage, even
your business. Whether you’ve done something foolish yourself, are unfairly linked to another’s misdeeds, or
are simply the innocent victim of a third-party attack, most of us have no idea how to protect our online
reputation.
How to Protect (Or Destroy) Your Reputation Online will show you how to:





Remove negative content from search results.
React and respond to an online attack.
Understand and manage online reviews.
Use marketing strategies to both improve your online reputation and bolster your bottom line.

How to Protect (or Destroy) Your Reputation Online is an indispensable guidebook for individuals and
businesses, offering in-depth information about popular review sites like Yelp, TripAdvisor, and Angie’s List.
John also shows you how to deal with revenge porn, hate blogs, Google’s “right to be forgotten” in Europe,
the business of online complaint sites, even the covert ops of reputation management.
For more than 25 years, John P. David has counseled businesses and executives on strategic communications
and marketing issues. He has developed a specialty in helping clients facing online attacks because, sadly,
anyone can publish negative information online, seemingly without consequence. His strategic communications
firm, David PR Group, counsels clients in the areas of marketing, reputation management, and public relations.
He frequently writes about communications and strategy on the Huffington Post. You can follow him on Twitter
@JohnPDavid
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Erich von Daniken again shows his flair for revealing the truths that his contemporaries have missed. After
closely analyzing hundreds of ancient and apparently unrelated texts, he is now ready to proclaim that human
history is nothing like the world religions claim and he has the proof!
In History Is Wrong, Erich von Daniken takes a closer look at the fascinating Voynich manuscript, which has
defied all attempts at decryption since its discovery, and makes some intriguing revelations about the equally
incredible Book of Enoch.
Von Daniken also unearths the astounding story of a lost subterranean labyrinth in Ecuador that is said to be
home to an extensive library of thousands of gold panels. He supplies evidence that the metal library has links
not only to the Book of Enoch but also to the Mormons, who have spent decades searching for it, believing it
to contain the history of their forefathers.
And what about the mysterious lines in the desert of Nazca that resemble landing strips when viewed from
the air? Archeologists claim they are ancient procession routes. Think again! cries von Daniken, as he reveals
the data that the archeologists never even thought to check.
History Is Wrong will challenge your intellect...and maybe a few long-held beliefs. This is Erich von Daniken's
best book in years!

Erich von Daniken was born in Zofingen, Switzerland, in 1935. His lifelong fascination withextraterrestrial
visitors first found its expression in 1968 with the international best-seller Chariots of the Gods. His books have
been translated into 28 different languages and have sold more than 63 million copies. In addition to his writing,
he is an ever-present figure on the international lecture circuit, is regularly featured in documentaries and on
TV, is the chairman of A.A.S. R.A. (Archaeology, Astronautics & SETI Research Association) and a regular
contributor to its magazine, Legendary Times.
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Now the best-selling book of its kind has gotten even better. This revised and expanded second edition of
Ittelson's master work will give you that firm grasp of "the numbers" necessary for business success.
With more than 100,000 copies in print, Financial Statements is a perfect introduction to financial accounting
for non-financial managers, stock-market investors, undergraduate business and MBA students, lawyers,
lenders, entrepreneurs, and more. Most introductory finance and accounting books fail either because they
are written "by accountants for accountants" or the authors "dumb down" the concepts until they are
virtually useless. Financial Statements deftly shows that all this accounting and financial-reporting stuff is not
rocket science and that you can understand it!
Ittelson empowers non-financial managers by clearly and simply demonstrating how the balance sheet,
income statement and cash flow statement work together to offer a "snapshot" of any company's financial
health. Every term is defined in simple, understandable language. Every concept is explained with a basic,
straightforward transaction example. And with the book's uniquely visual approach, you'll be able to see
exactly how each transaction affects the three key financial statement of the enterprise. Two new major
sections with nine new chapters were added to this revised second edition of Financial Statements, simply the
clearest and most comprehensive introduction to financial reporting available.

Thomas R. Ittleson is a scientist, businessman, author, and teacher with many years of hands-on experience in
business development and marketing for technical companies. As a consultant to entrepreneurs, Ittelson has
written business plans and prepared financial projections that have helped raise more than $500 million in startup equity capital.
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Drew Eric Whitman (a.k.a. "Dr. Direct") is known internationally as a dynamic consultant and trainer who smashes old
advertising myths like a china-shop bull. Teaching the psychology behind the response for more than 23 years, he worked
for the direct-marketing division of the largest ad agency in Philadelphia, was senior copywriter for the country's leading
direct-to-the-consumer insurance company, and associate copy chief for catalog giant Day-Timers. His work has been used
by companies ranging from small retail shops to giant, multi-million dollar corporations, including: the Advertising Specialty
Institute, American Legion, Amoco, and Texaco. His intensive AdPOWER! Clinic teaches business people how to use
consumer psychology to boost the effectiveness of their ads, brochures, sales letters, Websites, and more.
Book Description

FACT: Your brain is being controlled-and you don't even know it.
Because if you think the ads you're seeing today are just pretty pictures with nice, creative copy, you're mistaken. Truth is,
you are being powerfully influenced by dozens of proven scientific principles of advertising psychology... little-known
techniques of consumer persuasion that go completely unnoticed by the buying public. And they're causing you--and
millions like you--to spend enormous amounts of money every day on countless products and services.
But what are these principles? How do they work? And how can you use them in your own advertising?
Prepare yourself for a unique learning experience as author Drew Eric Whitman takes you on a wild, roller-coaster ride
through the streets of New York's famed Madison Avenue and teaches you the specific psychological techniques that
today's top copywriters and designers use to influence the masses... and how you can use them to rapidly increase your
sales, no matter what you sell.
In 207 fast-moving pages, Whitman teaches you dozens of well-guarded secrets that he learned during his 30+ years in the
ad business, including:
* How to Push Your Prospects' Hot Buttons in Every Ad, Sales Letter, or Email--It's not hard to do once you know the
secret.
* Why Developing Your "USP" Can Leave Your Competition in the Dust--It's the quickest way to instantly begin outmarketing your competitors. (And they'll never know what hit them.)

* Why You Don't Need a Degree in Business to Create Great Ads--But there is one thing you MUST know or your ads will
likely fail miserably.
* How to Develop a Powerful Ad-Agency Mindset--What the pros know about consumer buying behavior and how you
can use it to your advantage.

* How to Save $600 for Every $1,000 You Spend on Ads--This idea alone is worth infinitely more than the price of this
book...and you can start using it immediately.
* The Amazing 5-Second, No-Fail Headline Test--Chances are your ads, emails, websites and other promotional materials
fail this test every time. One small change boosts your response.
* What a Good Ad Should "Feel" Like--How to connect to readers on a deep, emotional level.
* How to Install Persuasive Images in People's Brains--Learn how to direct how people think about your products and
services.
* Why People Really Buy Your Product or Service--Sorry, but it's not what you think. (But you better know the
reason... or else.)

* Where to Always Put Your Biggest Benefit--Miss this and you're flushing your ad dollars down the toilet.
* How to Write "Dragon-Slayer" Headlines that Get Read and Get Response--Tons of examples you can "steal" for your
own ads.
* Long vs. Short Copy: Which Is Really Best for Response? Don't believe the lies! We'll set the record straight and you'll
learn to cash-in.
* How to Use the Devilishly Effective Pyramid Principal--Lure readers into your ads by understanding human eyeball
behavior.
* 22 Tested and Proven Headline Prescriptions you can start using RIGHT NOW.
* How to Turn Ordinary Words in "Money-Magnet" Copy that motivates, influences, persuades. (Yes, you can really do it.)

* Put Your Copy Here and Boost Readership by 10-200%--Why doesn't everyone do this?
* 10 Sure-Fire Ways to Start Writing Your Ads--So easy, it's almost automatic.
* How to Cause People to Mentally Demonstrate Your Products... Before They Buy.
* How Emotional Words Melt Sales Resistance a Red-Hot Knife Through Butter.

* "Sneaky" Ad-Design Psychology Tricks that Work Like Magic--Start using them tonight.
* Typestyles that Actually REDUCE Readership--Are you using them?
* This "Evil" Design Sin Depresses Your Readership Up to 50%--Do you do it?
* Widely Used Typeface LOWERS Comprehension Up to 67%--Are you using it?

* The Eye-Grabbing "Advertising Guillotine"--The one image humans can't resist.
* And Much More
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For many marketing professionals, "science" is a four-letter word. They see brand-building as an unteachable art guided
by their intuition and experience. But at its core, marketing aims to seed ideas into people's minds, make them feel a
certain way, and, ultimately, get them to act.
In Brand Seduction, Daryl reveals the latest psychological and neuroscientific discoveries about how our minds process
brand information and make decisions, and the important roles our emotions and unconscious play in our selections.
Welcome to the new world of neuromarketing.
Through simple language, engaging stories, and real-world examples, Brand Seduction shows you how to decode, build,
and use these hidden brand fantasies to grow your brand and business. You'll learn:





The surprising unconscious side of brands.
The biggest myths about consumer psychology.
The real role of emotions in building brands.
Practical tools to use neuroscience to inspire better marketing.

Everyone seems to have a different idea of what brands are, how they work, and how they are built. Brand
Seduction digs deeper into the nature of brands, how they exist and behave in the mind, and how marketers and
business leaders can use this understanding to "seduce" customers and grow their businesses.
Daryl Weber is a branding consultant whose work has influenced many of the best and biggest brands in the world,
including Coca-Cola, Nike, Johnnie Walker, Gatorade, Pampers, and many more. He was formerly Global Director of
Creative Strategy at The Coca-Cola Company, where he oversaw brand and communication strategy for many of the
company's billion-dollar brands. Prior to that, he was a Director of Strategy at the consultancy Redscout, where he
advised Fortune 500 companies on new product innovation and brand positioning. Weber has a BA in psychology from
Columbia University. He resides in Atlanta with his wife, Jennifer, and son, Avi. You can follow him on Twitter
@BrandedCortex.

