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You are the one and the only one.
Truly the best! Dahsyat! 
—Tung Desem Waringin
Pelatih Sukses No. 1 di Indonesia

Short articles are the easiest to read.
Hendrik’s short articles are 
light and insightful. FANTASTIC!
—James Gwee
Indonesia’s Favourite Seminar 
Speaker & Trainer

Hendrik Ronald

dan 

Penerbit
PT Gramedia Pustaka Utama
Kompas Gramedia Building
Blok I Lantai 5
Jl. Palmerah Barat 29–37
Jakarta 10270
www.gramediapustakautama.com

“You are among the VERY BEST!”
—Ron Kaufman— 

Pelatih service excellence No.1 Dunia; konsultan di balik kesuksesan Singapore Airlines 
(maskapai dengan jumlah penghargaan terbanyak di dunia)

“Apa yang disampaikan dalam workshop customer service sangat excellence. 
Sangat menguasai materi karena telah mengalaminya sendiri.” 

—Yoyok— 
Area Promotion PT So Good Food (Japfa Group)

“SANGAT LUAR BIASA dan menginspirasi saya dalam memimpin tim saya. 
Contoh dan teknik yang dilakukan sangat mengena di kami.”

—Santalee— 
Ice Cream Haagen Dazs (MRA Group)

“Mantap! Setelah ikut workshop-nya Pak Ronald omzet Megakom Group naik tajam.”
—Janta— 

Pemilik Megakom Group (Jaringan toko komputer terbesar se-Riau)

“Bapak Ronald memiliki pengalaman yang sangat luas di dunia service
dan kami menilai Bapak Ronald sangat expert.”

—Haris Sumarwoto— 
COO Muncul Group 

(importir dan distributor mesin fotokopi rekondisi terbesar di Indonesia)

“Nama Hendrik Ronald tercatat abadi sebagai salah satu yang paling 
berpengaruh dalam perkembangan Rumah Warna.”

—Nanang SZ— 
Pemilik Rumah Warna (Franchise Fashion terbesar di Indonesia)

www.HendrikRonald.com
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������������ ���! ����"�#$���"��%�����()(*+,-./0*1(,*,2,)*3.4,(*566789::;8<=>?,1,@*@=>./,?,,)*A)1,B*C(4,*,D,4)E,*F99GH*+,-./0*1(,*/.1,?*3.4,(*I@,/,)-*<,3=)-JB*K=?()--,*@=),D,>,)*A)1,*@.)*/=>()-*2,4(*I3=)<,4JBA1,*3,L,3M3,L,3*<(@=*@=4,E,),)B*N=4,E,),)*<(@=*@=><,3,*,1,4,?*/,,<*A)1,*3()<,*3().30*OP:76Q8RGSG8TUFVG8R6967GR8GUWXY*Z,>E,D,))E,*L.=2*/,[,*1,)*<(1,2*3=)-,L.?2,)*A)1,B*\)(*[=4,/*[,)-,)*/,3@,(*<=>[,1(BN=4,E,),)*2=1.,*,1,4,?*A)1,*3()<,*3().3*1,)*/,)-*2,>E,D,)*1=)-,)*/(-,@*3=)[,D,+0*O]6FV̂8RG_G̀Y*a,4.*3=)-,3+(42,)*/=-=4,/*,(>*.)<.2*A)1,B*C,-./b*a.3,E,)4,?B*c,3.)0*()(*/,[,*<(1,2*3=3+.,<*d̂RV:T6W*[,<.?*L()<,*@,1,*A)1,BN=4,E,),)*2=<(-,*,1,4,?0*A)1,*3,/.2*4,4.*/,)-*2,>E,D,)*3=)E,3+.<*A)1,0*Oe67GTGV8RUGF98fGHgP̂ 8̀hGQi8R6j6WVUFSG8;U87̂GW8jGFGR8R6HG7Uk8P:76Q8RGSG8GTlU7HGF8R6967GR8GUW8;UF9UF8̂FV̂H8mF;GXY*A@,*@=>,/,,)*A)1,bn�op�qrsp��t�uspvpw�v�opxpupu�q�v��w���u��s��p�poy�upuw�uxp�pvp�vru�xpuz�s�{rpo�p|pu�{pr��o�}���zptvpuz�~tpqr|���n�op�upuw�uxp�psp�|�qpop�pu�|���oy�p|pu�o�}���zptvpuz�s�w�o��puq�����qpu�v��wptp�v�uw�uz�q�|po��Z,4,.*,1,*@=@,<,?*O�:F�V8_̂;968G8l::H8lS8UVR8d:�6WYi*/,E,*2.>,)-*/=<.[.B*Z,4,.*d:�6W�)E,*/.1,?*2.>,)-*+,-./0*�>,)-*[,1(*3,4,/*3=4(?,<)E,B*A1,*>,<./,)*+.2.*4,()*1(*/=2(<,>*A)1,B*�9GjGUF*@(4(?*+.2.*E,)-*1,>(*d:�6WM)E,*/,[,*/.1,?*F99GH*3=),>(2BC=-(<.*@.4,*1=)-,)*+(/)(/B*C(4,*,1,*E,)-*+(4,)-0*Of6FSGTl̂VGF8HGTU8T6TGF98ĤWGF98lG9̂Ri8VGjU8R6l6FGWFSG8jW:;̂H8HGTU87̂GW8lUGRGkY*Z=+,)E,2,)*�>,)-*,2,)*3=)[,D,+0*O�G7Ĝ8;GWU8RGTl̂VGFFSG8RG_G8R̂;GQ8F99GH8T6SGHUFHGFi8GjG7G9U8jW:;̂HFSGkY*A1,*+=-(<.*+,)E,2*@=/,()-*1(*4.,>*/,),*E,)-*+(/,*3=3+=>(2,)*/,3+.<,)*+,-./*1,)*@>�1.2*+,-./*/=2,4(-./B�,/(?*()-,<2,?*A)1,*/,,<*@=><,3,*2,4(*+=><=3.*1=)-,))E,b*C,-(*A)1,*E,)-*@=>),?*3=>,/,2,)*[,<.?*L()<,*@,1,*@,)1,)-,)*@=><,3,0*,2,)*<=>,/,*1=-M1=-,))E,B*C,?2,)*2,4,.*/=2,>,)-*1(/.>.?*3=3+,E,)-2,)*/,,<*@=><,3,*2,4(*3=4(?,<*/=)E.3*3,)(/)E,0*@,/<(*+(/,*/=)E.3M/=)E.3*/=)1(>(B�=>)E,<,*2(/,?*(<.*3=3@.)E,(8QGjjS86F;UF9B*A)1,*3=)1,@,<2,)*/=+.,?*2=L.@,)*1(*3,4,3*?,>(*/=+=4.3*@.4,)-B*K=+.,?*2=L.@,)*E,)-*>,/,)E,*+(2()*@=>.<*[.)-2(>*+,4(20*/=)E.3M/=)E.3*/=)1(>(B*�)<,?*2=),@,*[,1(*/.2,*)E,)E(M)E,)E(*/=)1(>(B*�,/,)E,*3=4(?,<*1.)(,*@.)*@=).?*D,>),*1,)*/=)E.3,)BA(?BBB*,(?�*3,)(/)E,���Z(<,*<()--,42,)*1.4.*3=3�>(*E,)-*+(2()*/=)E.3M/=)E.3*/=)1(>(*(<.0*E,?BBBK,E,*3()<,*<�4�)-*A)1,*+,L,*/=2(4,/*1,�<,>*()(0*+�4=?b*C=+=20*,E,30*3�)E=<0*2.>,M2.>,0*,)-/,0*,)[()-0*<(2./0*2=L�,20*2=>+,.0*+=>.,)-0*(<(20*2,3+()-0*+.>.)-0*/,@(0*?,>(3,.0*/()-,0*),-,BK=2,>,)-*L�+,*()-,<M()-,<*2=3+,4(*1,�<,>*+(),<,)-*1(*,<,/B*A@,*1.,*),3,*?=D,)*E,)-*@,4()-*A)1,*()-,<bZ=3.)-2(),)*+=/,>*I+=+=2J*1,)*I),-,JB*Z(<,*+(,/,)E,*@,4()-*()-,<*+,-(,)*@,4()-*,D,4*1,)*@,4()-*,2?(>B*\<.*3,2,)E,*/,4,?*/,<.*+,-(,)*@,4()-*+=>2=/,)*1,4,3*2=)L,)*,1,4,?*,D,4*1,)*,2?(>B*A@,4,-(*2,4,.*,2?(>)E,*<>,-(/0*E,*2,)b�,/(?*()-,<*,><(2=4*/,E,*<=)<,)-*I3=4,+=4(J0*1(*3,),*/=/=�>,)-*1(4,+=4(*I]WGUF66Y*1,)*2=3.1(,)*3,4,?*1(4=<,22,))E,*1(*-,>1,*1=@,)b*�,D,<�C=-(<.*@.4,*1,4,3*@=4,E,),)B*�.,*3�3=)*@,4()-*2>./(,4*<=)<.*/,[,*/,,<8d̂RV:T6W*@=><,3,*2,4(*+=><=3.*1=)-,)*A)1,B*C(4,*+,-(,)*,D,4*������������������ �¡¢��£�¤¥¥���¦§̈ ©ª«¬«©¬���­®©̈��̄



�������������	��
���
������������������������������������
������������ ���! ����"�#$���"��%�����& '�������������	��
���
������������������������������������
������������ ���! ����"�#$���"��%�����()*+,-.*/*-.01-23)456789:9;<=:>=89?9=:6@9;=A6BC9D=76AEF79;=E67ECG>AH=IJKLMNMOPQRSRTMUMQRMVMOMOQWMNKQLXMNYZ=[6<>;>89D=86A9;=@67E9\9=]9;<=>;<>;=̂;:9=B67>89;=@9:9=_X̀abRSNcdD7>A=d9\B7>:<6=@6\>G>8=e5D6=f?7>\AD9g=hF78ADF@i=]9;<=E6E9;<<9;]9=9:9G9D=EF8F=6A=87>\H=\6;CG>A=:>=89?9=:6@9;;]9HIjMYQkOWMQTbLSlQTMUMQS̀QVNKROmMQRM̀XVnaMoKQabLbOPQlMaKplMaKQWSOPMOQaSaS̀MOOmMqQrqsqQtMRKQ̀XVMQVbVQWSOPMOQMOuKOPQkOWMYZv9DH=B9<9>\9;9=:6;<9;=B9<>9;=@6;CEC@c=w;>=9:9G9D=A9EC=B9<>9;=]9;<=@9G>;<=\6\B689A=:>=FE98=\9;CA>9x=y989;]9=B6B679@9=@67CA9D99;=B6A97=\6\BC9E=AGF<9;=:6;<9;=;9\9=\67689=:>=B9<>9;=B6G989;<x=y>A9G;]9H=IkoMQoXOQRMVMOMOOmMzQRKOXRMOOmM{Z=9E9C=IkVXQWMOQVMXzQX̀VM{QZ=9E9C=?F;EFD=G9>;=G9<>H=IsMVKaQVSoMLM|Q}TMaOmMZ=9E9C~I}NMOPQoKOaMNQRKOXR{Z�>=@67CA9D99;H=A67>;<=89G>=F79;<=]9;<=@67E9\9=89G>=\6;]9\BCE=:9;=\6;<C?9@89;=eA9\@9>=�C\@9i=9:9G9D=F79;<=]9;<=A9\9x=�FA>A>=>;>=B6<>EC=@6;E>;<;]9=A6D>;<<9=A6D97CA;]9=̂;:9=\6G6E9889;=F79;<=]9;<=@9G>;<=79\9DH=@9G>;<=AF@9;H=:9;=@9G>;<=9;ECA>9Axf>9@9=F79;<=]9;<=̂;:9=G6E9889;=:>=A9;9cf6G9\9E=y6\@798E>889;;]9=:9;=f9G9\=�9DA]9E������������������������������������� ���������������� 



�������������	��
���
������������������������������������
������������ ���! ����"�#$���"��%�����&' &&�������������	��
���
������������������������������������
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