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Delivering		
Remarkable	Service	
	
Can one improve revenue and overall profitability 
with simple and often inexpensive solutions? 

Do your customers ever “remark” about something 
that your business or employees did? It doesn't 
have to be "big", but it should be memorable and 
impactful enough that your customer remarks 
about it to others and even shares it with a lot of 
people. It could be a great story or a brutal one of 
extremely poor service. 
While I can think of several examples of truly 
Remarkable Service, unfortunately I can think of 
many more examples that are truly terrible.  Can 
you? 

Remarkable service can open your doors for more 
business, but if you do a poor job of taking care of 
your customers, you may find your doors slammed 
SHUT! Every business has the ability to create and 
deliver remarkably good service. 
The revised and expanded edition is packed with 
unforgettable customer service stories. Some are 
truly remarkable in a great way and some are so 
bad that we will remark about the story and the 
businesses involved for a very long time.  

	

______________________________________	
“I	want	to	bring	more	
awareness	to	businesses	so	
that	they	can	make	their	
customer	service	experiences	
better	and	ideally,	remarkable,	
regardless	of	their	industry.”	
______________________________________	
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SUMMARY	
REMARKABLE SERVICE	
 
 
 
YOU WILL LEARN: 
 
What it takes to ensure your doors stay open, 
regardless of economic conditions. 
 

What is Remarkable Service and is it 
sustainable? 
 
Why some businesses give Remarkable Service 
and why some consistently screw up? 
 

what it takes to deliver Remarkable Service 
and why everyone on your team needs to 
understand the “little things” make all the 
difference. 
 

Five key areas that have a significant impact on 
building remarkable customer service. 
 

How both communication and connection with 
your customers and employees are critical to 
the success of your business. 
 

 
 

 
FILLED WITH 
REMARKABLE STORIES:  
 

 
A fascinating tale of how a young man’s 
initiative and quick action saved a sale 
as told by Patricia Fripp, Hall of Fame 
keynote speaker, executive speech 
coach, sales presentation trainer and 
online learning expert. 
	
Singer / songwriter, turned public 
speaker, Dave Carroll shares his 
astonishing experience with United 
Airlines.  In 2008, he was headed from 
Halifax to Nebraska to perform with his 
band.  His bags and guitars were 
packed and they were set to go.  The 
trip proved to be remarkable, in fact so 
remarkable that over 17.5 million 
viewers learned of his story on 
YouTube - “United Breaks Guitars”.  

The hotel knew he loved Diet Coke and 
BBQ chips, but how? Read about Ron 
Tite’s (Founder of TheTiteGroup.com 
and an amazing keynote speaker) 
exceptional service experience from 
the Westin Grand in Vancouver, British 
Columbia and how they elevate and 
personalize their customer service.  

	
	

_______________________________________	
“I	want	everyone	who	reads	this	book	
to	look	at	their	business	with	a	
different	lens	and	think	like	a	
customer.”	
_______________________________________	
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MAKING ‘IT’ REMARKABLE 

 
________________________________________________________________________ 

In this excerpt from Mike’s interview with CEO of CompuVision, Ryan Vestby 
shares his remarkable company culture.  
 
“One of our real key initiatives that has been super successful to separate the 
transactional type of work we do for our customers is to really focus on the 
humanized aspect of it. We have this program, called the WoWance Program that 
is really geared towards identifying events in people’s lives as we are dealing with 
their fires when they call us. We're dealing on a day-to-day basis with people that 
are having problems in their infrastructure in regard to troubleshooting Excel, to 
their networks, to their servers. Through that, you have lots of conversations with 
people and they open up about their real-life problems and issues that they're 
dealing with. All our people are trained to identify them and write them down and 
to listen for those cues that are sometimes just so subliminal that you wouldn’t 
recognize them if you weren’t listening. It could be that someone’s dog died, their 
daughter is getting married, they just bought a new car or someone just 
graduated. Whatever that is, we identify it. We, as an organization, promote all 
our people to write something personal and send them a small gift. We cover all 
the costs and all they need to do is execute and send it to one of our admin staff 
and say “Hey, I want to write this note and send this bouquet of flowers or these 
cookies or whatever to this customer.” This now builds this goodwill in the tank 
that is on this human level, that has nothing to do with the IT support that they 
got, but has everything to do with the conversation that they had of real life. I'll 
tell you right now, you can reach people on a human level by sending them an 
edible arrangement because their dog passed and you understand because you 
have a dog or you send out a celebratory basket of cookies because their 
firstborn just graduated from high school. I don't know too many suppliers, let 
alone any IT company that are taking the time to do that. It’s these kinds of 
things - if we start driving every action from the kind of root cause of being 
human beings, man oh man, can you really get some traction with people.” 
 
…read the entire story in Mike’s new book. 
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REMARKABLE SERVICE	
 
 
 
 

MORE STORIES: 
“We were all by ourselves in the dark, not really 
knowing how to get back home.” Read Mike’s 
personal story of an adventurous tour in Mexico 
that turned potentially dangerous. Does your 
business understand the importance of training 
employees to provide effective customer 
service experiences?  
 

No reservation?  “No worries Mr. Mack, that 
becomes my problem.” This remarkable service 
story truly defines remarkable customer service. 
When was the last time you made your 
customer’s problem your problem?  
 

Jeff Tetz, partner with Results Canada shares 
the story of a Facebook post that went viral 
when a couple posted their remarkable story of 
compassion from Original Joe’s after they lost 
their home in the Fort McMurray, Alberta, 
Canada fires of May, 2016.  
 

It’s the “little things” that can make service 
remarkable. Learn from an exceptional example 
from the owner, Ilaria Orsi, of the Art 
Commercianti Hotel in Bologna, Italy.  
	

	

 

"Business	is	extremely	competitive	
today.	Excelling	at	the	basics	is	a	
start,	but	it's	not	enough.	
Customers	expect	and	demand	
more!	I	have	traveled	the	world	
over	the	course	of	my	career,	
and	there	is	one	very	valuable	
lesson	that	I've	learned	about	
customer	service:	It	is	the	little	
things	that	make	the	biggest	
impact!	Taking	care	of	the	small	
details	separates	one	company	
from	another,	brings	a	level	of	
satisfaction	that	is	vivid	and	
remarkable,	and	can	ingrain	a	
brand	into	the	mind	of	the	
consumer	for	a	very	long	time.	
Mike	Mack	captures	the	essence	
of	this	message	in	his	latest	book.	
If	you	want	to	improve	your	
bottom	line,	remember	the	
importance	of	the	small	details.	
When	that	happens,	you	build	a	
loyal	customer	base	that	will	help	
you	realize	success	well	beyond	
the	customer's	initial	experience	
with	your	brand."	-Tim	McClure,	
Professional	Speaker,	Brand	&	
Leadership	Consultant	
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Does	your	business…	
	

- miss	opportunities	to	deal	with	customer	service	issues?	
- track	the	status	of	problems	and	resolve	customer	issues?	
- clearly	define	the	expectations	of	your	employees?	
- Inspect	what	you	expect	from	your	employees?	
- have	a	mechanism	to	provide	meaningful	feedback	from	your	customers?	
	

Discover	tools	to	avoid	these	common	mistakes,	provide	your	customers	with	
remarkable	service,	and	keep	your	doors	open.	

 
With their mission 

“to consistently 
provide high-quality 
customer service in 

all areas of the 
business”, long-time 

customer Stahl 
Peterbilt 

demonstrates what it 
takes to become         
Best in Class 

 
Day in and day out,  
you do your best to  
support customers,  

but are you spending 
enough time working 
“on” the business to 
improve customer 

service? Most 
businesses don't spend 
enough time working 
“on” their business. 

 
 
 

Read	remarkable	service	stories	from	across	the	globe,	including	Canada,	United	
States,	Italy,	Switzerland,	Germany	and	India.	
	
_________________________________________________________________________________________________________	
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SUMMARY	
REMARKABLE SERVICE	

In Mike Mack's 30 years of business, he has observed five key areas that have 
a significant impact on building remarkable customer service. Find out what 
they look like and how they can affect your business. 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
 
1.  DEMONSTRATING VALUE - Learn what demonstrating value might look 

like in your business. 
 
2. BUILD COHESIVE TEAMS - Gain insight into what a cohesive team looks 

like and how the author can help your team become cohesive. 
 
3. EFFECTIVE COMMUNICATION - Get tips on how to effectively 

communicate with your customers and all departments in your business. 
 
4. LEADERSHIP DEVELOPMENT - Learn the importance of leadership 

development that has a big impact on customer service. 
 
5. SERVICE WHAT YOU SELL - Consumers have a long memory when it 

comes to poor service.  You will see what sales without service looks like. 
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About the Author 
 
Mike Mack is a sought-after sales, service and 
leadership expert and coach. He has been 
helping people maximize their potential since 
2006 with leading edge training programs and 
personalized coaching. He is passionate about 
helping companies increase their customer 
satisfaction, employee retention and achieve 
profitability. He specializes in Customer 
Service, Sales, Team Building, Leadership 
Development and Strategic Planning, with the 
objective of making the overall customer 
experience remarkable. It’s Mike’s belief that 
“Remarkable Customer Service” can lead to 
enhanced revenue and overall profitability. 
For Mike, it’s about “trusted collaboration” 
with his customers. Mike holds an MBA from 
Athabasca University and is a proud member 
of Synergy Network (Edmonton Alberta 
Canada), serving as Chair in 2016; ACG 
(Association for Corporate Growth), President 
2018-2019 for ACG Edmonton; Past member 
of Toastmasters International, obtaining his 
Distinguished Toastmasters Designation—
DTM. The Distinguished Toastmaster award is 
the highest Toastmasters International bestows. The DTM recognizes a superior level of 
achievement in both communication and leadership; Member of CAPS (Canadian 
Association of Professional Speakers); TEC Canada Speaker; Past-President, Rotary Club of 
Edmonton Mayfield (2005/06). Mike and his wife Bonita live in Edmonton and love 
mountain biking in Edmonton’s River Valley or in the majestic mountains of Alberta 
Canada.  
 
 

mike@x5management.com #780-718-6856 www.mikemack.ca 

  inkedin.com/in/mikemackalberta @x5mike  mikemackx5 
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____________________________________		Action Steps  ____________________________________ 
	
Take the first step to create Remarkable Service in your business. Here are a 
few questions, thoughts and activities to help with that first step. 
	
 

1. List the top 5 “little things” 
that could improve your 
customer service. 

 
2. When was the last time you 

looked at your business 
through your customer’s 
perspective? 

 
3. If your customers wrote a story 

about your business, what 
would it be? Remarkable? 

 

 
4. What are you doing for your 

customers that is remarkable? 
What, if anything, will they tell 
their friends about their 
experience with you? 

 
5. Go to Amazon.com to 

purchase Remarkable Service 
- How to Keep Your Doors Open.  

 
Recommended Reading 

 
The Five Dysfunctions of a Team by Patrick Lencioni 
Everyone’s an Artist (or at Least They Should Be) by 
Christopher Novais, Ron Tite and Scott Kavanagh 
Stop Talking…Get it Done! by Tyler Neilsen 

	

	

Filled with compelling anecdotes from real life, valuable take-aways, key 
strategies and actionable items, this revised and expanded version of 
Remarkable Service - How to Keep Your Doors Open will not only help you 
improve your business, but challenge your business service philosophy. 
 
 

@2017 Mike Mack. All 
rights reserved. No parts of 
this publication may be 
reproduced without correct 
attribution to the author of 
this book. 


