
Book Review

I decided to choose the book called "Raving Fans" (1993) written by Ken Blanchard. This book is written in the form of a business parable. The author uses a revolutionary simple and understandable story to teach readers how to define their vision, learn what a potential customer really wants, evaluate your own capabilities and make Raving Fan Service. The main character Area Manager meets his "fairy godmother" Charlie, who has an ability to read human thoughts and helps him to discover and understand the power and sense of Raving Fan Service. First of all, beginners should know the three main rules that this service actually consists of. So, Charlie takes his student around the city and shows him customer service in different places, he also explains every detail and key points based on real examples. During their journey, they also meet Charlie's previous students, who have already built their own business by having and making Raving Fans Service in their own companies. Each of them has his own unique and interesting story that they tell Area manager and show how they reached their success. In the end, Area Manager learns all three rules of "Raving Fans" and continues working in his own company with the new knowledge he received that later helps him to reach promotion in his company and make it better.

This book is very interesting to read as it is written in the form of the business parable as I said before. It also from the very beginning shows the final destination of the main character and what he should experience before reaching it. I would say that the book has four main points of it: 
1. Introduction: Area Manager meets Charlie
At the beginning of the book, the main character is just hired in his current position, he truly didn't know what to start from. Suddenly the man appeared in his office, he presented himself as his fairy godmother or simply Charlie. Charlie took him to play golf and talk about something important that Area Manager had no idea about. He said that Area Manager needs to learn three rules of Raving Fans Service in order to satisfy his customers and learn more about customer service in general and in details. Area Manager agrees on this idea and they start their journey. They go to the one shop in the shopping mall to buy a present for his wife. There they face a brilliant service that impresses area manager. The staff cares about so many simple little things, so the customer doesn't have to care about anything and can just enjoy his shopping. Then they go to meet the owner of the store Leo.
2. Decide what you want
Area Manager is so impressed that he asks Leo how he can afford to do it all, meet all customer needs, even those that are not related to the goods the store sales. He answers that his store lives in vision. Leo is right about Area Manager interest in the first secret/rule of Raving Fans Service; he gives him a bracelet with the words on it that sound like "decide what you want". Area Manager expected something bigger and much complicated, Leo explained that first of all, he must create his own vision in his head so he can understand what he wants and what he can offer. Later he can change and improve it due to the condition but only after he has a "draft". After Charlie and Area Manager leaves they decide to go to the Sally's, where they one more time meet the incredible customer service and of course the owner, who is another Charlie's ex-student.
3. Discover what your customer wants
The following day after a golf game they went to the office of the plant's manager, whose name is Bill. He tells Area Manager to turn his bracelet and look at what is written there. He reads "discover what your customer wants". Bill explains that it isn't as easy as it seems at first. A good manager has to not only understands the needs and wants of the customer but also understand if he can actually offer it and learn to be ready to tell the customer to take his vision elsewhere to be fulfilled. He must understand that he won't be able to meet all the customer needs.
4. Deliver the vision plus one per cent
Their last destination was a gas station, where they were once again impressed by the service they were offered. After that, they, as usual, went to the owner of the chain of these gas station in order to know the last secret/rule of Raving Fans Service. They met Andrew there, as in their best traditions he told about his way to treat costumers and how he trains all his staff because everything depends on them most of the time. Andrew also suggests Area Manager look closer on his bracelet, which he does and see the third secret "deliver plus one". And of course, we have a happy end where the main character makes his own Raving Fans Service in the company and later gets several promotions.
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