
UPLIFTING
SERVICE

New York Times Bestseller 

T he Proven Path
to Delighting Your Customers, Colleagues,

and Everyone Else You Meet

RON
KAUFMAN
PURCHASE NOW
ON AMAZON

LISTEN NOW
ON AUDIBLE

http://smile.amazon.com/exec/obidos/ISBN=0984762507/ronkaufmanA/
https://www.audible.com/pd/Uplifting-Service-Audiobook/B00L2GT5T8?qid=1607501879&sr=1-1&ref=a_search_c3_lProduct_1_1&pf_rd_p=83218cca-c308-412f-bfcf-90198b687a2f&pf_rd_r=5YZ00H0BX5NWVW90V26K


UPLIFTING
SERVICE

The Proven Path
to Delighting Your Customers, Colleagues,

and Everyone Else You Meet

RON
KAUFMAN



Copyright © 2012 by Ron Kaufman.
�e moral right of the author has been asserted.
�e author is represented by literary agent Kevin Small of ResultSource.com.

All rights reserved. No part of this book may be reproduced, stored in a retrieval 
system, or transmitted by any means, electronic, mechanical, photocopying, 
recording, or otherwise, without written permission from the publisher.

�e following are registered trademarks or trademarks of Ron Kaufman Pte Ltd: Ron 
Kaufman®, Upli�ing Service™, UP! Your Service®, the word “UP” in a balloon device®, 
the “Criminal to Unbelievable!” device®, the “Explore, Agree, Deliver, Assure” 
device®, �e 12 Building Blocks of Service Culture™, �e Six Levels of Service™, 
�e Cycle of Service Improvement™, Up the Loyalty Ladder™, Bouncing Back with 
Service Recovery™, Clear, Kept Promises™, Closing the Loop™, Service Transactions 
and Perception Points™, �e BIG Picture™, Upli�ing Service Champions™.

All references to trademarked properties are used in accordance with the Fair Use 
Doctrine and are not meant to imply that this book is a product for advertising or 
other commercial purposes.

“UPLIFTING SERVICE: �e Proven Path to Delighting Your Customers, 
Colleagues, and Everyone Else You Meet”

ISBN   978-981-07-1832-9 — hardcover (Singapore)
Published in Singapore by Ron Kaufman Pte Ltd.
Printed by Tien Wah Press (Pte) Ltd

Originally published in the USA by Evolve Publishing, Inc.
www.EvolvePublishing.com

ISBN   978-0-9847625-5-2 — paperback 
            978-0-9847625-0-7 — hardcover 
            978-0-9847625-9-0 — ebook

10 9 8 7 6 5 4 3 2 1



Table of Contents

Preface:

A Personal Path to Service .............................................................. ix

Introduction:

The Problem with Service Today .................................................. xix

S E C T I O N  O N E :  W H Y ?
 1 Journey into a New Culture ...................................................... 3

 2 The Gateway to Possibility ...................................................... 15

 3 The Proven Path ..................................................................... 27

S E C T I O N  T W O :  L E A D
 4 Taking the Lead ...................................................................... 41

 5 Leading from All Levels .......................................................... 57

 6 The Journey to Magnificence  ................................................. 73

S E C T I O N  T H R E E :  B U I L D
 7 Common Service Language ..................................................... 89

 8 Engaging Service Vision .......................................................... 95

 9 Service Recruitment ............................................................. 103

10 Service Orientation .............................................................. 111

11 Service Communications ...................................................... 119

12 Service Recognition and Rewards ......................................... 125



13 Voice of the Customer .......................................................... 131

14 Service Measures and Metrics ............................................... 139

15 Service Improvement Process  .............................................. 151

16 Service Recovery and Guarantees  ......................................... 159

17 Service Benchmarking  ......................................................... 175

18 Service Role Modeling .......................................................... 187

S E C T I O N  F O U R :  L E A R N
19 Learning Takes Practice ........................................................ 197

20 The Six Levels of Service ....................................................... 203

21 Your Perception Points ......................................................... 211

22 The BIG Picture  ................................................................... 225

23 Building Service Partnerships ............................................... 237

24 Taking Personal Responsibility ............................................. 257

S E C T I O N  F I V E :  D R I V E
25 Your Implementation Roadmap ............................................ 269

26 Learning from Experience .................................................... 281

27 More Than a Business Philosophy ........................................ 297

Author’s Acknowledgments ......................................................... 303

Index ........................................................................................... 307

Tools for Your Journey ................................................................ 320

Join the Uplifting Service Community ........................................ 322

About UP! Your Service ............................................................... 324

Meet Ron Kaufman ..................................................................... 325



197

 C h a p t e r  1 9 

 Learning Takes Practice 

 As the lights dim, the audience quiets to a whisper. A spotlight 
travels across the small wooden stage to a microphone standing 
in the middle. Suddenly a tall man bursts out from behind the 
curtain waving at the eager audience and shouting “Is everyone 
ready for a great time tonight?” 

 The crowd goes wild. 

 This was open microphone night at a small comedy club in mid-
town New York City. And it was Roger Staples’ fi rst attempt at 
stand-up comedy. 

 Roger had grown up in the midwestern United States. Now, in 
his mid-20s, he worked as part-time disc jockey. But he had al-
ways dreamed of being a  comedian. He studied all the famous 
American comedians—spending his free time watching their 
shows and listening to recordings while he drove. He even read 
the transcripts of their shows. Roger studied every book he could 
fi nd about comedy and laughter. He knew the complete history 
of humorists from jesters to modern-day comics. He knew the 
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 difference between satire, slapstick, and stand-up, and could 
 explain what makes people laugh and giggle. 

 But Roger also knew that just reading and writing jokes wasn’t 
enough—he also had to impress people with his confi dence and 
charisma on the stage. So he read every book he could fi nd on 
public speaking and presentations to prepare for his fi rst show. He 
read, and read, and read. 

 Yet, that night, when Roger stepped in front of the microphone, he 
looked out at the smiling audience, and his mind went blank. His 
jaw locked. And after 41 brutal seconds of silence, Roger walked 
off stage without saying a word. 

 Why? What happened? 

 Although Roger had studied every book, he never actually  learned  
the art of stand-up comedy. He could talk about it, but he couldn’t 
do it. All he knew was in his head, but it wasn’t in his body. It’s like 
reading every weight loss book but not exercising or changing your 
diet. Or like watching a movie about riding a bicycle without get-
ting on—and falling off—to learn pedaling, steering, and balance. 

 The same is true with service. It’s not enough to only read this 
book and know the language of uplifting service—you must apply 
the practices, too. There are four approaches people and organiza-
tions can take when it comes to learning about uplifting service. 
Which category best describes your team or your organization? 
Which category best describes you? 

  The Do Nothings:  People in this group do absolutely nothing to 
elevate their service levels or boost their employees’  understand- 
ing of service. They continue day after day as if service improve-
ment is irrelevant, unimportant, or simply someone else’s job. 
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The Lip Servers:   The lip servers say they will provide good 
service in marketing messages, and encourage it with motivat-
ing posters on the wall, but they don’t provide any tools for 
learning or improvement. It’s basically an empty message com-
municated by leadership that becomes an empty promise to 
customers and just noise to employees. 

The Process Trainers:  Process trainers spend time and money 
on customer service training, and then wonder why no substan-
tial improvements are made or why enthusiasm stalls shortly 
after. This is the vital difference between training and service ed-
ucation. Training teaches people how to do something: take spe-
cifi c actions in specifi c situations, use a script, follow a checklist, 
or complete a procedure. Training is essential when the service 
provider must do just the right thing at exactly the right mo-
ment. Pilots and surgeons, for example, are carefully trained to 
follow procedures and are regularly checked on their skills. 

 But training is tactical and prescriptive and will often differ 
among functions. In a large service organization, this leads to a 
fragmented understanding of what service means to different 
colleagues, and for different customers. Process training often 
leaves employees uncertain what to do in situations they have 
not been trained to handle. And since customers’ needs and 
interests are always changing, this leads to frequent escalations 
that consume managers’ time, and leaves frontline staff mem-
bers feeling disengaged and disempowered. 

The Service Educators:  Service educators are different. They 
engage every member of the team in an ongoing learning 
 adventure. They know that becoming skillful in service does 
not happen all at once, just as mastering math or learning a 
new language cannot be accomplished in a single session. If 
you are in this group, you know that service education must 
be frequent, repeated, reviewed, and renewed for everyone on 
a continuous and uplifting basis. 
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 Training teaches someone what actions to take in a specifi c 
situation. Education teaches him or her how to think about 
service in any situation and then choose the best actions to take. 
Service educators teach fundamental service principles. They 
develop relevant case studies, customized exercises, challeng-
ing simulations, and practical discussions with key learning 
points to apply. They teach with real-time data, current cus-
tomer comments, compliments, complaints, and competitive 
information. And the service educators don’t stop there. They 
insist that service education must lead to practical action steps 
for each person and position. And it must be valuable for every 
colleague and customer served. 

 If you are a service educator, you know that new learning  happens 
when principles are put into action, new insights are discovered, 
new skills are  developed, and new understanding and competen-
cies are secured. Just reading a book won’t uplift your service per-
formance or build your service  culture. This is why the chapters 
in this book include so many action steps. It takes new action to 
uplift your service and delight the people around you. 

 Finally, service educators use methods of teaching that are uplifting. 
Service skills and attitudes are delivered and experienced together. 
Manufacturing requires a competent skillset. Service requires a 
competent successful skillset and an uplifting service mindset. 

 Education Can Be Exciting 

 “Pretty amazing, isn’t it?” I asked Todd Nordstrom as we stood at 
the curb waiting for a taxi outside Marina Bay Sands. “Everyone 
in this property gets it.” 

 Todd nodded as he continued to snap photos with his phone. 
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 “Mr. Kaufman!” someone screamed from the distance. “Mr. Ron 
Kaufman!” Todd stopped taking pictures. “Who’s that?” he asked 
as a man ran toward us. 

 “Mr. Ron, welcome back!” the man said with a gleeful smile. “Let 
me get a taxi for you.” 

 The man put his fi ngers to his lips and whistled while waving his 
other arm in the air. Todd watched him with curiosity. And, he 
listened carefully as the nice man and I exchanged greetings. 

 As soon as the taxi doors closed, Todd turned his head back to see 
the man waving good-bye. “A friend of yours?” he asked. 

 “I met him a few weeks ago when I came here for a luncheon,” 
I responded. “He’s a great guy. He really understands. That’s the 
level of enthusiasm every company wishes it could get from its 
employees when they deliver service.” 

 “No kidding,” said Todd. “Any hotel would be thrilled to hire an 
upbeat guy like that.” 

 “Yes,” I said. “But that level of enthusiasm isn’t just good recruit-
ing. Marina Bay Sands continuously educates its team members 
so they provide that level of service in all kinds of situations.” 

 “You can’t train someone to get that excited,” said Todd. 

 “No, you can’t,” I said, agreeing. “But you can educate them, and 
they will get themselves that excited to serve.” 
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We are deep in a service crisis. 

In the operating room, surgeons and their 

teams communicate in a very precise 

language; airplane pilots follow a strict 

protocol to take-off and land safely every 

time; and, when launching a new product, 

companies lay out a plan that all employees 

follow. But when it comes to building a 

strong service culture, the path to success is 

usually much less clear. We relegate service 

to a single department guided by anecdotal 

wisdom and less-than-helpful clichés like 

“the customer is always right.” 

With global economies transforming at 

record speed, we are largely unprepared for 

the service demands we face day and night 

from around the world. We promise our 

customers satisfaction and then allow 

internal politics and inefficient methods to 

frustrate our ability to deliver. With service  

so much a part of our daily lives, both in 

and outside the workplace, why aren’t we 

doing it better? 

Ron Kaufman knows the answer to this 

question, and not only believes we can do it 

better, but shows us how. In Uplifting Service 

he takes you on a journey into a new world 

of service that is guided by fundamental 

principles and actionable models. After more 

than 25 years helping leaders transform their 

service cultures, Kaufman has discovered that 

while each successful team is different, the 

architecture they apply to build an uplifting 

service culture is the same.

In this book, Kaufman lays out the steps you 

can take to build a sustainable culture that 

delivers outstanding service every day. He 

offers the tools and practices that have been 

proven effective in businesses, governments, 

communities, and homes; on every continent; 

and in many languages. Through perspective-

changing insights and case studies, you 

will learn how the world’s best performing 

companies have changed the game through 

service—and how you too can follow this 

proven path to an uplifting transformation. 
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“Ron Kaufman has pinpointed a massive wound in society, and offers a

strategy to uplift the world around us. For mankind, it’s transformational.
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This book is long overdue, and will create a legendary shift.”
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Director, Customer and Partner Experience
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