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Fish! is  an incre dible  st ory that  J ohn Christ ense n f irst  caught  on f ilm. He and his 
company, Chart House , produce d an amaz ing video on t he  world f amous Pike  Place  Fish 
market  in S e at t le . I  have  be en showing this vide o at  e very one  of  my se minars to 
illust rate  what  happens when you cre at e  Gung Ho! Employee s - you ignite  your 
workf orce  and cre at e  Raving Fans. 
 
Now S te phen Lundin, and long-t erm colleague  of  mine  Harry Paul, have  t eamed up 
with J ohn to bring the  Fish! st ory t o print . I n what ever me dia it  appears, it ’s  a 
f abulous love  st ory. As the  book suggest s, "Whe n we choose  t o love  the  work we do, 
we can cat ch our limit  of  happiness, me aning, and f ulf illme nt  every day." 
How import ant  is  that ? I ncredibly important , espe cially when you consider t hat  
people  spend about  75  percent  of  t he ir adult  wake t ime doing work-re lat ed 
act ivit ies-get t ing ready f or work, traveling t o work, working, conte mplat ing work, and 
decompressing af t er work. I f  we  spe nd t hat  much t ime in that  part  of  our lives , we  
ought  t o enjoy it  and be  e nergiz ed by it . And ye t , too many people  are  t rading t ime  on 
the  job t o sat isf y ne eds e lsewhe re; "T6nk God I t ’s Friday" is  st ill a way of  lif e  f or 
many people . 
 
Those  days can st op now-if  you read Fish! share  it  with everyone wit h whom you work, 
and implement  the  f our se cret s and suggest ed strat egies  that  Lundin, Paul, and 
Christ ense n give  you. I  guarant ee  t hat  every manager will be nef it  f rom Fish!, because  
it  will not  only incre ase  e mployee  ret ent ion, it  will mot ivat e  people  to take  pride  in 
what  t hey do. People  like  to work in an environme nt  that  is  f un, e nergiz ing, and whe re  
they can make  a dif f e re nce . The  Fish! philosophy will also benef it  e ve ry employee , 
because  it  pre vents  burnout  and will ke ep you excite d about  what  you do. 
As you can te ll, I ’m e xcit ed about  Fish! I  think this is a marvelous book. The story of  
the  world f amous Pike  Place  Fish market  is  f ant ast ic. But  t his  book is not  just  about  
se lling f ish; it ’s  a love  st ory that  can happe n in your organizat ion, too. 
 
LOVI NG WHAT YOU DO 
 
I t  is f ashionable  t oday to be lie ve  that  we should not  se t t le  f or anyt hing le ss  than 
doing what  we  love . Writ e  poet ry, t rave l t he  world on a sailboat , paint -do what ever 
you love , and the  money will f ollow. We  t e ll ourse lve s t hat  lif e  is t oo short  t o spe nd 



our working hours doing anything less  t han t he  ideal, and we cont inue  our se arch f or 
the  pe rf ect  workplace . The dange r is t hat  if  our que st  f or ideal work f ocuse s us on 
the  f uture , we  will miss  the  amazingly wonderf ul lif e  that  is available  today, in this 
mome nt . 
 
The f act  is  t hat  in the  real world t here  are  condit ions which pre ve nt  us  f rom chasing 
the  pe rf ect , ideal job. Many of  us  have  signif icant  responsibilit ies  to f amily membe rs 
or to a way of  lif e . For othe rs, a true  calling hasn’t  made  it se lf  visible  yet . S ome  of  us  
are  under so much stress in our personal lives the re  is lit e rally no t ime or e nergy t o 
se ek a ne w line  of  work. 
Fish! is  a parable , an inve nt ed story about  f inding t he  deep source  of  ene rgy, 
creat ivit y, and passion t hat  e xist s  inside  each of  us by le arning t o love  what  we do, 
even if  at  t he  moment  we  may not  be  doing e xact ly what  we love . 
 
I t  was a wet , cold, dark, dre ary, dismal Monday in S eat t le , inside  and out . The  best  
the  met eorologist  on Channel 4  could of f er was a possible  break in the  clouds around 
noon. On days like  t his  Mary J ane Ramirez  missed S out hern Calif ornia. 
"at  a rolle r coast er, she  t hought , as her mind ret raced the  last  t hre e  years. Dan, her 
husband, had rece ived a great  of f er f rom Microrule  and she  had been conf ident  she  
could f ind a job once  t hey re locat ed.  
 
I n just  f our short  we eks t hey had given not ice , packed, moved, and f ound great  
daycare  f or t he  kids. The ir house  hit  the  Los Angele s housing market  just  at  the  
right  t ime and sold immediate ly. True  t o he r conf ide nce , Mary J ane quickly f ound a 
supervisory posit ion in t he  ope rat ions area of  First  Guarant ee  Financial, one  of  
S eat t le's largest  f inancial inst itut ions. 
 
Dan really loved his job at  Microrule . When he  came home at  night  he  was burst ing 
with ene rgy and f ull of  st ories  about  t he  great  company f or which he  now worked and 
the  advance d work t he y were  doing. Dan and Mary J ane would f re quent ly put  t he  
childre n t o bed and t alk well int o t he  eve ning. As excit ed as Dan was about  his new 
company, he  was always just  as int ere st ed in he r day, want ing t o know about  her new 
colleague s and t he  challe nge s she  was f acing in her work lif e . Anyone watching would 
easily guess t hat  t he y were  best  f rie nds. The spirit  of  each shined in t he  pre sence  of  
the  ot he r. 
 
Their de tailed planning had ant icipat ed eve ry possible  cont inge ncy but  one . Twelve  
mont hs af t er moving to S eat t le , Dan was rushed to the  hospital wit h a burst  
ane urysm  “a ge net ic oddity" the y calle d it -and he  died of  int ernal bleeding while  
never re gaining consciousne ss . The re  was no warning and no t ime to say good-bye . 
That  was t wo ye ars ago this month. We we ren't  e ve n in S eat t le  a f ullye ar. 



S topping in mid-thought , wit h memories  f looding her mind, a surge  of  emot ion welled 
up inside  her. S he  caught  he rse lf . This  is  not  t he  t ime  to think about  my pe rsonal. 
lif e ; t he  workday is less  t han ba6F over, and I ’m swamped with work. 
 
First  Guarant ee  Financial 
 
During her thre e  ye ars at  First  Guarante e , Mary J ane had developed a great  
re put at ion as  a "can-do" supe rvisor. S he  wasn’t  t he  f irst  to arrive  or the  last  t o 
leave , but  she  had a work et hic t hat  almost  always le f t  her in-basket  empt y. The 
thought f ul way she  conduct ed her work actually le d t o a small proble m in t he  
organizat ion as others t ried t o make sure  t hat  t he ir work passed t hrough her part  of  
the  organiz at ion. They knew t he  work would ge t  done  on t ime and with t he  highest  
qualit y. 
 
S he  was also a good pe rson to work f or. S he  always list ene d close ly to the  concerns 
and ideas of  her st af f  and was we ll liked and respe ct ed in return. I t  wasn’t  
uncommon f or he r t o cover f or someone wit h a sick child or import ant  appoint me nt . 
And, as a working manager, she  led her department  in product ion. S he  did this in an 
easygoing way, which rare ly ge nerat ed any t ension-ot her than te nsion t o get  t he  job 
done well. Her direct  report s and associate s enjoye d working wit h and f or he r. Mary 
J ane ’s small group developed a reputat ion as  a t eam you could count  on. 
I n sharp cont rast , t here  was a large  ope rat ions group on t he  t hird f loor t hat  was 
of t en t he  t opic of  conversat ion f or t he  opposit e  reason. Words like  unresponsive , 
ent it lement , z ombie , unpleasant , s low, wast e land, and ne gat ive  were  use d f requent ly 
to describe  this group. I t  was the  group e ve ryone  loved t o hat e . Unf ort unat e ly f or 
the  company, nearly every de part me nt  nee ded t o int eract  wit h t he  third f loor s ince  
they processed most  of  First  Guarante e’s transact ions. Everyone  dre ade d any 
contact  wit h t he  operat ions group. 
 
S upe rvisors  swapped st ories  about  the  late st  f iasco on t he  third f loor. Those  who 
vis it ed t he  third f loor described it  as a place  so de ad t hat  it  sucked the  lif e  right  
out  of  you. Mary J ane remembered t he  laught er whe n one  of  the  ot he r managers said 
that  he  dese rved a Nobe l Prize . When she  asked what  he  meant , he  said, "I  t hink I  
may have  discove red lif e  on the  t hird f loor." Everyone roared. 
 
Then, a f ew wee ks lat er, Mary J ane had caut iously and somewhat  re luctant ly 
accepte d a promot ion t o manager of  the  operat ions group on t he  third f loor of  First  
Guarante e . While  t he  company had great  hope s f or her, she  had major reservat ions 
about  accept ing t he  job. S he  had be en comf ort able  in her present  job-and her 
willingne ss  to t ake  risks had be en much highe r bef ore  Dan’s  death. The  group she  
had been supe rvis ing had been wit h her during t he  rough days af te r Dan’s deat h, and 



she  had f e lt  a strong bond wit h t he m. I t  would be  hard t o leave  pe ople  who had 
share d so much of  t hemse lve s during such dark t imes. 
 
Mary J ane  was acut e ly aware  of  t he  te rrible  re putat ion of  t he  third f loor. I n f act , if  
it  hadn’t  been f or all of  t he  unf ore se en e xpe nses  of  Dan’s  hospit alizat ion, she  
probably would have  t urne d down t he  promot ion and pay raise . S o here  she  was, on 
the  inf amous third f loor. The t hird person to have  the  job in t he  last  t wo years. 
 
The Third Floor 
 
I n her f irst  f ive  weeks on t he  job she  had struggle d t o underst and t he  work and t he  
people . While  mildly surprised that  she  like d many of  t he  people  who worke d on 
three , she  quickly re aliz ed t hat  t he  third f loor de-’ se rved it s  re putat ion. She  had 
observe d Bob, a f ive -year vet eran on the  t hird f loor, le t t ing the  phone  ring seven 
t imes be f ore  purpose ly breaking t he  connect ion by unplugging the  cord. S he  had 
overheard Martha de scribing how she  handled those  in t he  company who "hassle d" 
her t o do her processing f aste r-she  put  the ir f ile  under the  out -basket  "by mist ake ." 
Eve ry t ime  Mary J ane  went  into the  break room t here  was someone dozing at  t he  
table . 
 
Most  mornings t he  phones rang unanswered f or te n t o f if t ee n minute s af t er the  
of f icial st art  of  t he  day because  t he  st af f  was st ill arriving. When que st ioned, the  
excuses we re  bot h abundant  and lame. Eve rything was s low mot ion. The "zombie" 
descript ion of  the  t hird f loor was de f inite ly dese rved. Mary J ane  did not  have  a clue  
what  t o do, only t he  knowledge  and convict ion t hat  she  must  do some thing and do it  
soon. 
 
The night  be f ore , af ter t he  kids were  asle ep, she  had tried to work out  her situat ion 
by writ ing in her journal. S he  looked down at  last  night ’s  entry: 
I t  may have  be en cold and dre ary out side  on Friday, but  the  view f rom any int ernal 
of f ice  window made  dre ary sound like  a compliment . There  was no energy t he re . At  
t imes I  f ind it  bard t o be lie ve  there  are  living human beings on three . I t  t akes a baby 
shower or a we dding f or anyone  to come alive . The y neve r get  excit ed about  anything 
that ’s  act ually happening at  work. 
 
I  have  thirt y employees f or whom I  am responsible  and f or t he  most  part  t hey, do a 
slow, short  day  work f or a low day’s  pay. Many of  t hem have  done t he  same slow day 
work in the  same way f or years and are  t ot ally bore d. The y seem t o be  good people , 
but  whate ver spark the y may have  once  bad, t hey have  lost . The cult ure  of  t he  
department  is  such a powerf ul and de pressing f orce  t hat  new pe ople  quickly lose  



the ir spark as well. Whe n I  walk among the  cubicles  it  f ee ls  like  all the  oxyge n has 
been sucked right  out  of  t he  air I  can hardly bre at he . 
 
Last  week I  discove re d f our cle rks who were  st ill not  using t he  comput er syst em 
installed here  t wo years ago. The y said they like d doing it  t he  old way. I  wonder how 
man othe r surprises  are  in st ore  f or me .  
 
I  suppose  many hack room operat ions are  like  this. Not  much here  to ge t  e xcited 
about , just  lot s of  t ransact ions which need to be  processed. But  it  doe sn’t  have  t o be  
like  this. I  must  f ind a way t o convey how crucial our work is  t o t he  company. Our 
work allows ot hers t o serve  t he  company’s  cust omers. 
Although our work may be  a crit ical part  of  the  big pict ure , it  happe ns behind t he  
scene s and is basically t aken f or grante d. I t  an invisible  part  of  t he  organizat ion and 
would ne ver appe ar on the  company’s radar scre en if  it  wasn’t  so bad. And belie ve  
me , it  is bad. 
I t  is not  a love  f or this work which brings any of  us t o t his de part me nt . I ’m not  t he  
only person wit h mone y problems on this f loor Many of  t he  women and one  of  the  men 
are  also single  parents . J ack’s  ailing f at he r just  move d in with him. Bonnie  and he r 
husband now have  two grandchildre n as f ull-t ime residents . The big t hre e  are  why we  
are  he re : salary, securit y, and bene f it s . 
 
Mary J ane  pondered the  last  se nt ence  she  had writ te n in her journal. Back room 
ope rat ions had always bee n lif e t ime posit ions. The  pay was adequat e , and the  jobs 
were  se cure . Looking at  t he  rows of  cubicles  and de sks out side  he r of f ice , she  
f ormulate d some quest ions. "Does my staf f  know t hat  t he  security t hey che rish 
might  be  just  an illusion? Do t hey re aliz e  t he  e xt ent  t o which marke t  f orces  are  
re shaping t his  industry? Do t hey underst and t hat  we will all nee d t o change  in orde r 
f or t his  company t o compet e  in a rapidly consolidat ing f inancial se rvice s marke t? Are  
they aware  t hat  if  we  don't  change  we  will e ventually f ind ourse lves looking f or ot her 
employment ?" 
 
S he  knew t he  answers. No. No. No. No. Her st af f  membe rs were  set  in t he ir ways. 
They had bee n le f t  alone  in t he  back room f ar too long. They were  just  doing t he ir 
jobs and hoping that  re t irement  would come bef ore  change . And what  about  herse lf ? 
Was her view t hat  dif f e rent? 
 
The ringing phone  pulled her back into the  present . The call was f ollowed by a sixty-
minut e  blur of  "f ire  f ight ing." First , she  f ound out  t hat  an import ant  client  f ile  was 
missing and it  was rumore d to have  last  been se en on t he  third f loor. Ne xt , some one 
f rom anot her department  was so s ick and t ired of  be ing put  on hold she  came t o t he  
third f loor in person and was creat ing an unpleasant  scene . At  least  there  was some  



ene rgy t o work with. Then someone f rom le gal was disconnect ed three  t ime s in a row. 
And one  of  t he  many st af f  me mbe rs out  ill t oday had an important  project  due . Af t er 
the  last  f ire  of  t he  morning was ext inguished, Mary J ane reached f or he r lunch and 
headed f or t he  door. 
 
The Toxic Ene rgy Dump 
Mary J ane  had begun leaving t he  building f or lunch during t he  last  f ive  weeks. S he  
kne w the  caf e te ria lunch group would be  doing what  the y always did, discussing t he  
sins of  t he  company and moaning about  t he  t hird f loor. I t  was now t oo personal and 
much too de pre ssing t o list en t o t he ir complaint s . S he  nee ded some f re sh air. 
Most  of  the  t ime  she  strolle d down t he  hill t o e at  lunch at  the  wat erf ront . There , 
while  nibbling on a bagel, she  would gaze  at  t he  wate r or watch t he  t ourist s mill 
around t he  lit t le  shops. I t  was a tranquil se t t ing, and Puget  S ound provide d her some 
contact  wit h t he  nat ural world. 
 
S he  had only made it  t wo cubicles  f rom her of f ice  when she  he ard t he  dist inct  sound 
of  her phone  ringing. I t  could be  the  day care , she  t hought . S tacy did have  a runny 
nose  t his  morning. S o she  race d back to her of f ice , picking up the  phone  on the  
f ourt h ring. "This  is  Mary J ane Ramirez ," she  gaspe d. 
"Mary J ane, this is Bill." 
Oh boy, what  now, she  wonde red, as  she  list ene d t o t he  voice  of  her new boss . Bill 
was another re ason she  had thought  twice  about  t aking t he  job on three . He had a 
re put at ion as  a re al S OB. As f ar as she  could t e ll, his  re putat ion was de se rved. He  
would issue  commands, cut  you of f  mid sente nce , and he  had an annoying habit  of  
asking about  t he  st at us of  projects  in a pat ernal way. "Mary J ane, are  you st aying on 
top of  t he  S t anton proje ct ?" As if  she  didn’t  have  a clue . Mary J ane  was t he  t hird 
manager in two years, and she  was beginning t o unde rst and that  it  wasn’t  just  t he  
proble ms wit h t he  people  on t hree , it  was also Bill. 
 
"I ’ve  just  come out  of  an all-morning meet ing wit h t he  le ade rship group, and I  want  
to me et  with you t his  af te rnoon." 
"S ure , Bill, is the re  a problem?" 
"The le adership is convinced that  we’re  in f or some  t ough t imes and in orde r t o 
survive , we  will ne ed t he  best  f rom e ve ryone . More  product ivity f rom t he  same 
employee s, or we  st art  making changes. We  talke d about  t he  corrosive  e f f ect  of  a 
f ew depart ment s, where  t he  e nergy and morale  are  so low that  it  pulls e ve ryone  
down." 
A f ee ling of  dread descended upon Mary J ane. 
"The boss  went  t o one  of  t hose  touchy-f e e ly conf e re nce s on spirit  in t he  workplace , 
and he’s  all f ired up. I  don’t  think it ’s  f air to single  out  the  third f loor, but  he  seems 
to be lieve  t he  t hird f loor is  t he  bigge st  problem." 



"He singled out  t he  third f loor?" 
"Not  only did he  s ingle  out  the  third f loor, but  he  had a spe cial name f or it . He  called 
it  a ’t oxic energy dump. I  don’t  want  one  of  my de part me nt s calle d a toxic e nergy 
dump! I t ’s unacce pt able ! I t ’s embarrassing." 
"A t ox ic e nergy dump?" 
"Ye s. And t he  boss really grilled me on what  I ’m doing about  it . I  t old him I  shared 
his  conce rn and t hat  I  brought  you in to solve  t he  problem. He told me he  wants  t o be  
kept  inf ormed of  the  progress . S o, have  you solved it  yet ?" 
Had she  solved it  yet ?! S he  only took the  job f ive  weeks ago! "Not  yet ," she  said. 
"We ll, you have  t o spe ed t hings up, Mary J ane . I f  you’re  not  up t o it  I  ne ed t o know 
so I  can make t he  appropriat e  change s. The boss  is  absolut e ly convince d we all ne ed 
more  ene rgy, passion, and spirit  on t he  job. I ’m not  sure  why t he  t hird f loor needs 
passion and ene rgy. The stuf f  you do there  is  not  rocket  science . Pe rsonally, I ’ve  
never expected a lot  f rom a bunch of  clerks. I  guess the  third f loor has be en t he  
but t  of  jokes f or so long t hat  he  thinks if  we  f ix it , we  solve  the  problem. What  t ime 
can you mee t?" 
"How about  two o’clock, Bill?" 
"Two-t hirt y, OK?" 
" S ure . " 
Bill must  have  heard t he  f rustrat ion in her voice . "Now don’t  get  upset , Mary J ane. 
You just  get  to work on this." 
He  re ally is  hard t o t ake , she  thought  as  she  hung up the  phone . Don’t  ge t  upset ! He 
is my boss, and the  problem is  re al. But  what  a je rk. 
 
A Change in Rout ine  
Mary J ane ’s mind was ablaze  as  she  moved t oward t he  e le vators  a second t ime. 
Rat her t han heading down t he  hill t o t he  wate rf ront  as  usual, she  impulsive ly turned 
right  on First  S treet , t hinking she  needed a longer walk. The  words toxic e ne rgy 
dump played ove r and ove r in he r head. 
 
Toxic energy dump! What  next? S he  was walking along First  S t re et  when a small 
voice  inside  her head whispe re d, "I ~he  t oxic energy is  what  you hate  most  about  t he  
-t hird f loor. Some thing nee ds to happen." 
 
Mary J ane ’s impulsive  st roll down First  S t re et  took her t o a part  of  town t hat  was 
new t o her. S ounds of  pealing laughte r caught  he r at t ent ion and she  was surprised to 
se e  t he  public market  t o her le f t . S he  had heard about  it , but  wit h he r t ight  f inancial 
sit uat ion and two young children, she  usually avoide d specialt y marke ts . Wit h her 
nee d t o live  f rugally unt il t he  me dical bills we re  paid in f ull, it  was just  e asier t o stay 
away. S he  had drive n t hrough t he  are a but  had never bee n t here  on f oot . 
 



As she  t amed and walked down Pike  Place , she  saw t hat  a large  crowd of  we ll-dressed 
people  was clust ered around one  of  t he  f ish market s, and everyone was laughing. At  
f irst  she  f e lt  he rse lf  re sist ing t he  laught er, dwe lling on the  seriousness  of  he r 
predicament . S he  almost  t urned away. The n a voice  in her head said, "I  could use  a 
good laugh," and she  moved closer. One of  t he  f ish guys ye lle d out , "Good af t ernoon, 
yogurt   Ladies!" Doze ns of  well-dressed people  then hoiste d yogurt  cups int o the  air. 
My goodne ss , she  t hought . "What  have  I  st umble d upon? 
 
The world f amous Pike  Place  Fish market  
 
Was that  a f ish f lying through the  air? S he  wondered if  her eye s we re  playing t ricks 
on her; then it  happened again. One  of  the  workers-t he y were  dist inct ive  in t he ir 
whit e  aprons and black rubber boot s-picke d up a large  f ish, t hre w it  twe nt y f e et  to 
the  raised count er, and shout ed, "One salmon f lying away t o Minne sota." Then all the  
ot her workers re peate d in unison, "One salmon f lying away t o Minnesot a." The  guy 
behind t he  count er made an unbe lievable  one-hande d catch, t he n bowed his head to 
the  pe ople  applauding his skill. The  energy was remarkable . 
 
To he r right , another worker was playf ully t easing a small boy by making a large  f ish 
move  it s  mouth as  if  it  were  t alking. A s light ly older f ish guy with thinning gray hair 
was walking around shout ing, "Quest ions, quest ions, answers t o any quest ions about  
f ish!" A young worke r at  the  cash re giste r was juggling crabs. Two card carrying 
me mbe rs of  AARP were  laughing uncont rollably as t he ir f ish guy sale sman carried on 
a conversat ion wit h t he  f ish t hey had chosen. The place  was wild. S he  could f ee l 
herse lf  re lax as she  e njoyed t he  spect acle . 
S he  looked at  t he  people  holding the  yogurt  cups in t he  air and t hought , Of f ice  
workers. Do t hey re ally buy f ish at  lunch or do t hey just  come t o watch t he  act ion? 
Mary J ane  was unaware  t hat  one  of  the  f ish guys had not ice d her in the  crowd. 
There  was somet hing about  -he r curiosit y and seriousness  which caused him t o walk 
over. 
"What ’s  t he  matt er? Don’t  you have  any yogurt ?" S he  looked around and saw a 
handsome young man with long curly black hair. He  was looking at  her int ent ly, a big 
smile  on his f ace . 
’I  have  yogurt  in t he  bag," she  st ammered as she  gesture d t o he r brown bag, "but  
I 'm not  sure  what  is happening.” 
"Have you bee n he re  bef ore?" 
"No. I  usually go down to the  wat erf ront  f or lunch." 
"I  can unde rstand t hat -it ' s peacef ul by t he  wat er. Not  ve ry pe ace f ul he re , that 's f or 
sure . S o what  brings you here  today?" 
 



Of f  t o her right  one  of  the  f ish guys, looking lost , was shout ing, "Who want s  to buy a 
f ish?" Anot her was te asing a young woman. A crab sailed ove r Mary J ane’s  he ad. "S ix  
crabs f lying away t o Montana," someone shout ed. "S ix  crabs f lying away to Montana," 
they all repeat ed. A f ish guy wearing a wool cap was dancing behind the  cash regist er. 
I t  was a cont rolle d madhouse  all around her, like  t he  ride s at  the  st at e  f air, only 
bet te r. But  the  f ish guy at  he r s ide  didn’t  seem at  all dist ract ed. He  was ple asant ly 
and pat ie nt ly wait ing f or he r response . My goodness, she  thought . He act ually seems 
int ereste d in my answer. But  I ’m not  going to te ll a total st ranger about  my t roubles 
at  work. Then she  did just  that . 
 
His name was Lonnie , and he  list ened at t ent ive ly t o her descript ion of  t he  t hird f loor. 
He  didn’t  f linch whe n one  of  t he  f lying f ish hit  a rope  and smacke d the  ground right  
beside  the m. He  liste ned close ly as she  described the  many employe e  problems she  
had ident if ied. When she  f inished te lling he r story, she  looked at  Lonnie  and -asked, 
"S o what  do you t hink about  my t ox ic e nergy dump?" 
 
"That ’s quit e  a st ory. I ’ve  worked in some pre t t y dreary place s myself  I n f act  t his  
place  use d t o be  pret ty crappy. What  do you not ice  about  the  market  now?" 
"The noise , t he  act ion, t he  e nergy," she  said, without  a mome nt ’s he sit at ion. 
"And how do you like  all this e nergy?" 
"I  love  it ," she  replied. "I  re ally love  it !" 
"Me, t oo. I ’m spoiled f or lif e . I  don’t  t hink I  could work in a typical marke t  af t er 
experiencing this. As I  me nt ione d, t he  market  didn’t  start  t his  way. I t , t oo, was an 
ene rgy dump f or many years. Then we  decided to change  t hings-and this is t he  re sult . 
Would energy like  t his  make a dif f erence  wit h your group?" 
"I t  sure  would. I t ’s what  we  ne ed at  t he  dump," she  said, smiling. 
"I ’d be  happy t o describe  what  I  t hink makes t his  f ish marke t  dif f ere nt . Who knows, 
you might  get  some  ideas." 
"But , but  we don't  have  anyt hing to t hrow! We have  boring work to do. Most  of  us . .” 
"S low down. I t ’s  not  just  about  t hrowing f ish. Of  course  your busine ss  is  dif f erent , 
and it  sounds like  you have  a serious challe nge  f acing you. I 'd like  t o he lp. What  if  
you could f ind your own way to apply some of  the  lessons we le arned while  becoming 
the  world f amous Pike  Place  Fish market ? Wouldn't  t he  possibilit y of  an e nergiz ed 
department  make it  worthwhile  f or you t o learn those  lessons?" 
"Ye s. For sure ! But  why would you do t his  f or me?" 
"Be ing a part  of  this lit t le  f ish marke t  communit y and experiencing what  you se e  he re  
has made  a big dif f e re nce  in my lif e . I  won't  bore  you with the  pe rsonal de tails , but  
my lif e  was a real mess when I  t ook this job. Working here  has lit erally save d my lif e . 
I t  may sound a lit t le  sappy, but  I  be lieve  I  have  an obligat ion to se ek out  and f ind 
ways t o de monstrat e  my grat itude  f or this lif e  I  enjoy. You made that  easy f or me 
by t e lling me  about  your proble m. I  really be lie ve  you can f ind some of  your answers 



here . We ’ve  cre at ed a lot  of  great  ene rgy. " As he  said the  word e nergy, a crab 
sailed by and someone shout ed wit h a Texas twang, "Five  crabs f lying away t o 
Wisconsin." A chorus e choed, "Five  crabs f lying away t o Wisconsin." 
"Fair enough," she  answe re d, laughing out  loud. "I f  t he  f ish marke t  has anyt hing, it  
has energy. I t ’s a  
33  de al." S he  looked at  her wat ch and realized she  would have  to walk f ast  in order 
to get  back to work wit hin the  lunch hour. S he  had no doubt  he r arrivals  and 
departures were  be ing clocked by he r staf f . 
Lonnie  caught  her glance  and said, "Hey, why don’t  you come back f or your lunch 
bre ak tomorrow and bring t wo yogurt s." 
He  turned and immediat e ly began helping a young man in a Vikings jacke t  unde rstand 
the  dif f e rence  bet ween a Copper Rive r salmon and a King salmon. 
Ret urn Visit  
At  luncht ime  on Tuesday she  walke d quickly down First  S t reet  t o t he  marke t . Lonnie  
must  have  bee n wat ching f or he r; he  immediate ly e me rged f rom t he  crowd and 
direct ed her down a ramp past  the  T-shirt  conce ssion. 
"There  are  some t ables  at  t he  e nd of  t he  hall," he  said, and led the  way to a small 
glass-enclosed room with a great  vie w of  t he  harbor and Puget  S ound. Lonnie  ate  a 
bagel and t he  yogurt  Mary J ane  brought  him while  she  at e  her yogurt  and asked 
about  the  workings of  a f ish market . Fishmongering really didn’t  sound 
34  
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.ve ry appealing af te r Lonnie  told he r about  a t ypical day; t his  made t he  at t itude  of  
the  workers at  the  Pike  Place  Fish market  all the  more  impressive . 
"I t  would see m that  your work and my work have  more  in common than I  t hought ," 
she  said, af t er Lonnie  de scribe d t he  t edious t asks that  ne eded to be  conduct ed e ach 
day. 
Lonnie  looked up, "Re ally?" 
"Ye s, most  of  the  work my st af f  does can be  mundane  and re pet it ious, to say t he  
least . I t ’s important  work, however. We neve r see  a custome r, but  if  we  make  a 
mist ake , t he  custome r is upset  and we rece ive  a lot  of  crit icism. I f  we  do our work 
well, no one  not ice s. I n general, t he  work is  boring. You’ve  take n boring work and 
made t he  way you do the  work inte re st ing. I  f ind that  f ascinat ing." 
"Have you ever considered t he  f act  that  any work can be  boring to the  pe rson who 
has t o do it ? S ome of  t he  yogurt  dude s t ravel all over t he  world f or business. I t  
sounds pre t t y e xcit ing t o me, but  they te ll me it  ge ts  old f ast . I  guess give n t he  right  
condit ions, any job can be  dull." 
"I  agre e  wit h what  you said. Whe n I  was a t eenager I  had a chance  t o do a job many 
te enage  girls of t en dre am about : I  re ce ived a mode ling cont ract . But  by t he  e nd of  
the  f irst  month I  was bore d t o t ears . I t  was almost  all just  standing around, wait ing. 



Or t ake  newscast ers. I ’ve  since  learned t hat  many do nothing ot her t han re ad other 
people ’s  t ext . That  sounds boring, also-at  least  t o me." 
"OK. I f  we  agree  that  any job can be  boring, can we  agree  that  any job can be  
perf ormed with ene rgy and e nt husiasm?" 
"I ’m not  sure . Can you give  me an example?" 
"That ’s e asy. Walk around the  market  and look at  the  ot he r f ish shops. They don’t  
get  it . The y are , what  was t he  phrase  you use d ... toxic ene rgy dumps. The way t hey 
approach t heir work is really good f or our business . I ’ve  t old you t he  Pike  Place  Fish 
market  used t o be  like  t hem. Then we  discovered an amazing t hing. There  is  always a 
choice  about  t he  way you do your work, eve n if  t here  is  not  a choice  about  t he  work 
it se lf ’. That  was t he  biggest  lesson we le arned in building the  world f amous Pike  
Place  Fish market . We can choose  t he  at t it ude  we bring t o our work. 
 
CHOOS E YOUR ATTI TUDE 
Mary J ane  pulled out  a not epad and began writ ing: 
There  is  always a choice  about  t he  way you do your work, even if  t he re  is not  a choice  
about  the  work it se lf . 
 
Then she  t hought  about  t he  words she  had just  writ t en, and aske d, "Why wouldn’t  
you have  a choice  about  the  work it se lf ?" 
"Good point . You can always quit  your job, and so in t hat  sense  you have  a choice  
about  the  work you do. But  it  might  not  be  a smart  thing t o do give n your 
re sponsibilit ie s and ot her f act ors. That ’s what  I  mean by choice . On t he  other hand, 
you always have  a choice  about  the  at t itude  you bring to the  job." 
Lonnie  cont inue d, "Le t  me t e ll you about  my grandmothe r. S he  always brought  love  
and a smile  t o her work. All of  us grandkids wanted to he lp in the  kitchen because  
washing dishes wit h Grandma was so much f un. I n t he  process  a gre at  deal of  kitchen 
wisdom was dispensed. Us’ kids were  ’given some thing t ruly precious, a caring adult . 
"I  re aliz e  now t hat  my grandmot her didn’t  love  dishwashing. S he  brought  love  to 
dishwashing, and her spirit  was inf ect ious. 
 
"Like wise , my buddies  and I  re aliz ed t hat  e ach day whe n we come t o t he  f ish marke t  
we bring an at t itude . We  can bring a moody at t it ude  and have  a depressing day. We 
can bring a. grouchy at t it ude  and irritate  our coworke rs and cust omers. Or we can 
bring a sunny, playf ul, cheerf ul at t it ude  and have  a great  day. We can choose  t he  
kind of  day we will have . We spent  a lot  of  t ime  t alking about  this choice , and we 
re aliz ed t hat  as long as  we are  going t o be  at  work, we might  as we ll have  the  be st  
day we can have . Make sense  t o you?" 
"I t  sure- does." 
"I n f act , we  got  so e xcit ed about  our choices  t hat  we also chose  t o be  world f amous. 
A day spent  ’be ing world f amous’ is a lot  more  e njoyable  t han a day spe nt  be ing 



ordinary. Do you se e  what  I  am saying? Working in a f ish market  is  cold, wet , sme lly, 
sloppy, dif f icult  work. But  we have  a choice  about  our at t it ude  while  we are  doing 
that  work." 
"Ye s, I  t hink I  get  it . You choose  t he  at t it ude  YOU bring t o -work each day. That  
choice  det ermines t he  way you are  at  work. As long as you are  here , why not  choose  
to be  world f amous rather than ordinary? I t  seems so simple ." 
"S imple  t o unde rstand, but  more  dif f icult  t o do. We didn’t  create  this place  
overnight ; it  t ook almost  a year. I  was a hard case  myself -you might  say I  used to 
have  a chip on my shoulde r. My personal lif e  was kind of  out  of  control as we ll. I  
re ally ne ver t hought  much about  it , just  assume d I  kne w how lif e  worked. Lif e  was 
tough, and I  responde d in kind-I  was t ough. Then whe n we  decided to creat e* a 
dif f erent  kind of  f ish market , I  resiste d t he  not ion that  I  could choose  how I  lived 
each day. I  had t oo much invest ed in be ing a vict im. One  of  the  older guys, who also 
had been t hrough some t ough t imes, took me  aside  and explained it  t o me, one  
monge r t o another. I  did some  soul searching and de cided I  would give  it  a try. I ’ve  
become a be lie ve r. A person can choose  t he ir at t itude . I  know t hat  because  I  chose  
mine ." 
Mary J ane  f ound herse lf  impre ssed wit h what  she  was hearing and also wit h t he  
person f rom whom she  was he aring it . S he  looked up t o f ind Lonnie  eye ing her 
quizz ically and realize d she  had be en daydre aming. 
"S orry. I ’ll give  it  a t ry. What  e lse  explains your succe ss  here?" 
"There  are  f our ingredie nt s, but  t his  one  is  the  core . Wit hout  choosing your at t it ude  
the  ot he rs are  a waste  of  t ime. S o le t ’s  st op here  a:nd save  t he  ot her t hre e  f or 
lat er. Take t he  f irst  ingre dient  and se e  what  you can do with it  back on t he  t hird 
f loor. Call me whe n you’re  ready t o discuss t he  rest . Do you have  our numbe r?" 
"I t ’s  writ t en eve rywhere  in the  shop!" 
"Oh yeah. We are n’t  shy, are  we? S e e  you lat er. And t hanks f or the  yogurt ." 
The Courage  t o Change 
The de mands of  he r job kept  Mary J ane  on a t re admill of  act ivity f or t he  next  t wo 
days. That  was he r e xcuse , anyway. But  her thought s were  of t en on her conversat ion 
with Lonnie  and the  idea of  choosing t he  at t it ude  you bring t o work. S he  realize d 
that  even t hough she  agre ed wit h t he  philosophy of  t he  f ish market , t here  was 
some thing holding her back. "e n in doubt , get  more  data, she  t hought . 
On Friday, she  de cide d t o ask Bill about  the  conf e re nce  his  boss  had at te nde d, t he  
one  about  spirit  in t he  workplace . I t  might  be  wise  to learn more  about  his  
experience . That  af te rnoon, she  calle d Bill. 
"Bill, how can I  ge t  up t o spe ed* on the  spirit  in t he  workplace  conf e re nce  t he  big guy 
at te nde d?" 
"What  do you want  t o do t hat  f or? I t  was one  of  t hose  ’ne w age’ deals . They 
probably spe nt  most  of  t he ir t ime in hot  t ubs. Why do you want  to wast e  your t ime  on 
that ?" 



Mary J ane  f e lt  herse lf  get t ing angry. S he  t ook a deep breat h. "Look, Bill, when I  
took this job we both kne w there  was a lot  to do. Now the  stakes are  highe r, and the  
t imeline  is short er. You are  in t his  as  dee p as I  am. Are  you going t o he lp me or give  
me  a hard t ime ?" 
I  can’t  be lieve  I  said t hat , she  t hought . But  it  sure  f e lt  good! 
Bill responded evenly; t his  conf rontat ional approach act ually se emed t o make him 
more  comf ortable . "OK, OK. Don’t  get  all worked up. I  have  an audio tape  f rom the  
conf e rence  on my desk t hat  I ’m supposed to liste n t o. I  just  haven’t  had t ime . You 
take  it  and f ill me  in?" 
"S ure , Bill. I ’ll come by and pick it  up." 
 
A Memorable  Commut e  
The commute  t o Bellevue  was bumper t o bumper, but  Mary J ane didn’t  not ice . S he  
was mulling over he r s it uat ion. Wbe n did I  lose  my conf idence? she  wondered to 
herse lf  S peaking up to Bill is t he  f irst  courageous t bing I  bave  done  in a. long t ime. 
Two ye ars t o be  exact , she  re aliz ed, as she  f inally start ed put t ing the  pie ces  
toget he r at  t he  edge  of  her consciousne ss . Too mucb to tbink about . Fee ling 
overwhelmed, she  put  Bill’s t ape  into t he  casse t t e  player. 
From the  car st ereo spe akers came a dee p, resonant  voice  t hat  was mesme riz ing. The  
tape  was a recording of  verse  f rom a poe t  who t ook his  poet ry to the  workplace , 
be lie ving t he  language  of  poe try could he lp us cope  wit h t he  issues of  t he  day. His 
name was David Whyt e . He  would t alk a while  and t hen recit e  a poem. His  poe ms and 
st ories  washed over her. Phrase s jumped out  at  her. 
The needs of  t he  organizat ion and our nee ds as  workers are  the  same. Cre at ivit y, 
passion, f le xibility, wholehe arte dness  ... 
Yes, she  t hought . 
 
We crack t he  windows of  our cars  in t he  corporate  parking lot  in t he  summer, not  to 
save  the  upholst ery f rom t he  heat , but  because  only s ixt y percent  of  us goes into 
that  place , and the  rest  of  us stays in the  car all day and must  breathe  out  t he re . 
What  would it  be  like  to take  our whole  se lf  t o work? 
"o is  this guy? The n wit hout  warning, she  f ille d wit h emot ion as  she  heard David 
Whyt e  recite  his  poem Fait h. He  int roduced it  t o his  audience  by saying he  wrot e  it  
at  a t ime whe n he  had ve ry lit t le  f ait h himself  
 
Fait h 
By DAVI D WHYTE 
I  want  to writ e  about  f ait h about  the  way the  moon rise s 
over cold snow, night  af t er night  
f aithf ul even as it  f ade s f rom f ullness  



slowly becoming t hat  last  curving and impossible  s liver of  light  be f ore  t he  f inal 
darkness  but  I  have  no f aith myself  
I  ref use  to give  it  t he  smallest  e nt ry 
Let  t his  then, my small poem, 
like  a new moon, s lender and barely open, be  t he  f irst  prayer t hat  opens me t o f ait h 
 
S o t his  is what  is  me ant  by t he  state me nt , "When the  student  is  ready t he  t eacher 
appears." The poe m had cre at ed a moment  of  insight , and Mary J ane f inally saw what  
was holding her back. With Dan’s  sudde n de at h -  t he  pre ssures of  be ing a 
re sponsible  single  mom, she  had lost  f aith in her ability t o survive  in t he  world. -)e  
was af raid t hat  if  she  t ook a risk and f aile d, she  could not  be  able  to support  he rse lf  
and her children. 
 
Leading a change  at  work would be  risky. S he  could f ail and lose  her job. That  was a 
dist inct  possibility when she  t hought  about  t he  risk of  not  changing. I f  we  don’t  
change, we could all lose  our jobs. Not  only that .  I  wouldn’t  want  t o work in a place  
with no ene rgy or lif e . I  know what  it  will do t o me over t ime, and the  pict ure  is  not  
pret ty. What  kind of  a mot her would I  be  allow t o le t  t hat  happen? What  e xample  
would I  set ? I f  I  launch the  change  process  on Monday, t he  f irst  st ep must  be  f or 
me  to choose  my at t it ude . I  choose  f ait h. I  must  t rust  t hat  whate ver happens I  will 
be  all right . 
I 'm a survivor; I 've proven t hat . I  will be  all right , what ever happe ns. I t 's t ime t o 
cle an up t he  toxic ene rgy dump. Not  just  because  it  would be  good f or business-
alt hough I  be lieve  it  will be  great  f or business. And no just  because  I  have  been 
challenge d to solve  t he  problem-that  is an important  re ason, &ut  it 's an exte rnal 
issue . The  compelling reason t o move ahead come s f rom my inside . I  ne ed t o renew 
my Faith in myself ; t ackling t his  proble m will he lp me t o do just  that . 
S he  remembered some f ine s f rom the  tape : "I  don't  belie ve  that  companies are  
necessarily prisons, but  some t imes we make prisons of  t hem by t he  way we choose  t o 
work t here . I  have  cre at ed a prison and the  walls are  my own lack of  f ait h in myself ." 
The prison me taphor had a f amiliar ring-she  was sure  she  had encount ered it  be f ore  
in a se minar she  had at t ended. As soon as  she  arrived at  t he  daycare , she  parked her 
car, t ook out  her journal, and wrot e: 
Lif e  is  too pre cious to spend any t ime  at  all, much le ss  spending half  my waking hours, 
in a toxic ene rgy dump. I  don't  want  to live  like  t hat , and I  am sure  my associate s will 
f ee l t he  same way once  they have  a re cogniz able  choice . 
 
The cult ure  in my de part me nt  has be en t he  way it  is f or a long t ime . I n order to 
change  t he  cult ure , I  will need to take  personal risks wit h no assurance  of  



success . This could be  a blessing. Re cent  e ve nt s have  shaken my f aith in myself  and 
taking t he  necessary risks could help me  re new my f aith. The f act  is t hat  t he  risk of  
doing not hing is  probably great er t han the  risk of  act ing. 
S omewhere  in my f iles  is  mate rial which contains a message  that  could be  t imely. I  
nee d t o f ind t hat  message  because  I  ne ed all t he  he lp I  can get . 
 
With that  she  got  out  of  t he  car and went  in to pick up her daught er. "Mommy, 
Mommy. Your eyes  are  wet . Have  you bee n crying? What’s  wrong, Mommy?" "Yes, 
swee theart , I ’ve  be en crying, but  it  was good crying. How was your day?" "I  made a 
picture  of  our f amily, do you want  t o see  it?" "I  sure  do." S he  looked down and saw 
the  f our f igures her daughte r had drawn, looking back at  he r. "Oh boy," she  exhaled. 
Anot her t est  of  f ait h. "Ge t  your t hings honey; we  have  to go pick UP Brad." 
 
S unday Af t ernoon 
S unday af t ernoon was Mom’s t ime. Mary J ane  arrange d t o have  a s it te r f or at  least  
two hours every S unday. I t  was a lit t le  reward she  gave  -he rse lf , one  which always 
le f t  her ref re shed and ready f or the  challenges of  work and f amily. S he  use d the  
t ime to read inspirat ional mat erial or a good novel, go f or a bike  ride , or just  sip 
cof f e e  and re lax. S eat t le  was f ull of  cof f ee  shops and there  was a gre at  spot  t hre e  
blocks away. S he  grabbed some books and headed out . Her f avorit e  t able  in a private  
comer of  t he  shop was wait ing f or her. 
"Grande skinny lat t e  please ." S he  sat  down with her lat t e  and de cide d t o start  wit h 
some  inspirat ional reading. S he  pulled out  he r t at t ered copy of  S arah Ban 
Bre at hnach’s  S imple  Abundance , a book which contains a re ading f or every day of  
the  ye ar, and t urned to February 8 . Key words seemed to jump of f  t he  page: 
Most  of  us  are  uncomf ortable  thinking of  our- 
se lve s as art ist s   But  e ach of  us  is  an art ist   t  
With every choice , e very day, you are  creat ing a p 
unique work of  art . S omet hing t hat  only you 
can do ... The  reason you we re  born was to leave  your own indelible  mark on the  world. 
 
This  is your aut he nt icit y ... Re spe ct  your creat ive  urges ... st ep out  inf aith ... you will 
discover your choices are  as  aut hent ic as  you are . What  is  more , you will discove r 
that  your lif e  is  all it  was meant  to be: a joyous sonnet  of  t hanksgiving. 
S he  had planned on t hinking a lit t le  bit  about  work, and the  words about  choice  and 
f aith took her back t o t he  f ish marke t . Those  guys are  art ist s , she  thought , and t hey 
must  choose  t o creat e  e ach day. And she  had a st art ling thought : I  can be  an art ist , 
too. 
Then, she  t ook out  a f ile  f rom a leade rship se minar she  had at tended. This  was whe re  
she  f irst  heard prison being use d as  a me taphor f or work. I nside  was a f aded 
photocopy of  a speech writ t en by J ohn Gardne r. She  recalle d that  Gardne r 



encouraged people  to re produce  his  papers, a gene rous ge st ure , she  thought . He must  
have  said some thing powe rf ul if  I  remember him af t er all this t ime. S he  searched 
through the  spee ch, page  by page- 
 
The Writ ing of  J ohn Gardne r 
The passage  began: 
There  is  t he  puzz le  of  why some men and women go t o see d, while  othe rs  remain vit al 
to the  very end of  t he ir days. Going t o see d may be  t oo vague  an expre ssion. Pe rhaps 
I  should say that  many people , somewhere  along t he  line , st op learning and growing. 
Mary J ane  looked up as  she  t hought , That  f it s my group. And it  f it s t he  old me , as  
well. She  smiled at  t he  decision implied by "t he  old me." S he  went  back to the  
passage : 
 
One must  be  compassionate  in assessing the  re asons. Perhaps lif e  just  presente d 
them with tougher proble ms t han they could solve . Perhaps some thing inf lict ed a 
major wound t o t he ir se lf  conf idence  or t he ir se lf -est ee m ... Or maybe  they just  ran 
so hard f or so long t hat  t hey f orgot  what  t hey were  running f or. 
I ’m talking about  people  who, no mat te r, no mat t er how busy t hey may see m, have  
st opped learning and growing. I  don’t  de  ride  t hat . Lif e  is hard. S omet imes just  t o 
kee p on ke eping on is  an act  of  courage , 
We have  to f ace  t he  f act  that  most  men and women out  t here  in the  world of  work 
are  more  stale  t han t hey know, more  bore d t han they would care  t o admit . 
A f amous Fre nch writ er said, "There  are  people  whose  clocks st op at  a cert ain point  
in t he ir live s." I ’ve  watched a lot  of  people  move t hrough lif e . As Yogi Be rra says, 
"You can observe  a lot  by watching." I  am convince d t hat  most  people  e njoy learning 
and growing, at  any t ime in t he ir lif e . I f  we  are  aware  of  t he  danger of  going t o see d 
we can t ake  counte rvailing me asures. I f  your clock is unwound you can wind it  up 
again. 
There  is  somet hing I  know about  you t hat  you may not  e ve n know about  yourse lf . You 
have  wit hin you more  resources of  e nergy t han have  e ve r be en tappe d, more  t ale nt  
than has ever bee n exploite d, more  strength than has ever bee n t este d, and more  t o 
give  t han you have  ever given. 
 
No wonder I  remember J ohn Gardne r I  have  a lot  of  clocks to wind up, but  f irst  I  
nee d t o wind up my own, she  t hought . 
 
For the  next  hour Mary J ane  wrot e  in he r journal and was ple ased t o not e  t hat  she  
had become quit e  peacef ul. As she  prepared t o ret urn home, she  looked ove r what  
she  had writ t en and circle d t he  sect ion t hat  would be  he r guide  on Monday morning. 
S olving the  problem of  the  t oxic energy dump will require  me to become a leader in 
every sense  of  t he  word. I  will ne ed t o risk t he  Possibilit y of  f ailure . There  is  no saf e  



harbor But  t o t ake  no act ion is to jail f or sure . I  might  as  well get  st art ed. My f irst  
st ep is t o choose  my at t it ude . I  choose  conf idence , trust , and f aith. I  will wind up my 
clock and get  ready t o enjoy, le arning and growing as  I  work to apply t he  lessons f rom 
the  f ish market  to my toxic ene rgy dump. 
 
Monday Morning 
At  5 :3 0  A.M. she  f e lt  some pangs of  guilt  as she  sat  out side  her daught er’s daycare  
cente r, wait ing f or t he  doors to open. On rare  days like  t his , Brad would also st ay at  
the  daycare  unt il a bus took him to school. S he  looked over at  the  s leepy-eyed kids 
and said, "I  won’t  get  you out  of  be d so early ve ry of te n kids, but  t oday I  nee d t o 
get  t o t he  of f ice  to prepare  f or a re ally import ant  project ." 
Brad rubbe d his  eyes  and said, "That ’s  all right , -Mom." Then S t acy pipe d up, "Yeah, 
it ’s  f un t o get  here  f irst . We get  f irst  pick of  video games!" 
When the  doors opened, Mary J ane s igned the m in and gave  t hem each a big hug. 
When she  looked back t hey were  alre ady busy. 
I t  was an easy commut e; by 5 :55 , she  was at  he r desk wit h a st eaming cup of  cof f ee  
and a pad. S he  t ook out  a pen and wrot e  in large  le t t ers: 
 
CHOOS E YOUR ATTI TUDE  
S teps:  

• Call a mee t ing and spe ak f rom the  he art . 
• Find a message  that  communicate s t he  not ion of  choosing your at t itude  in a 

way that  eve ryone will unde rst and and personalize . 
• Provide  mot ivat ion.  
• Persist  wit h f ait h. 

 
Now the  t ough part . "at  do I  sa to my st af f  here  on t hre e? And she  be gan writ ing 
down her thought s. 
On Monday mornings the  st af f  met  in two shif t s; one  group cove re d t he  phones while  
the  ot he r met  wit h he r in the  conf erence  room-t hen they swit che d. As the  f irst  
group asse mbled, she  liste ned to the  discussions of  f amily act ivit y and the  unive rsal 
complaints  about  Monday morning. These  are  good pe ople , she  t hought; she  f e lt  her 
heart  beat ing f ast er as  they quie te d and t urned their at te nt ion to her. Here  goes 
everything. 
 
Mary J ane’s Present at ion 
"Today we have  a serious issue  to discuss . A couple  of  wee ks ago t he  group vice  
president  went  to a conf erence  and ret urne d convinced t hat  First  Guarante e  ne eds 
to become a place  that  is mot e  e ne rge t ic and e nt husiast ic. He  is convince d that  
ene rgy and e nt husiasm are  t he  keys t o product ivit y, succe ssf ul recruitment , long-
te rm re te nt ion, great  custome r service , and a host  of  ot he r qualit ies  that  we ne ed in 



order to compet e  in our changing and consolidat ing business. He  called a meet ing of  
the  leadership group--and at  t hat  mee t ing he  ref e rred t o the  third f loor as  a ’t oxic 
ene rgy dump.’ That ’s  right , he  called our f loor a toxic e ne rgy dump and said it  
nee ded t o be  cleaned." 
Mary J ane  looked at  t he  start led expre ssions. A comment  came quickly f rom Adam, a 
long-te rm employe e: "I ’d like  t o see  t hem do this work. I t ’s t he  most  boring work on 
eart h." 
Then one  of  the  le ast  e nerge t ic employe es said, "What  dif f e re nce  doe s it  make if  
there  is  ene rgy he re ? We get  the  work done , don’t  we ?" 
No one  challe nged t he  accusat ion that  the ir energy was t ox ic. 
Mary J ane  cont inued, "I  want  you t o know that  this issue  is not  going away. Oh, t he  
group VP may lose  int erest , and Bill might  f orget  about  it  wit h t ime, but  I  will not . 
You se e , I  am in f ull agree me nt . We are  a t oxic energy dump. Ot her part s  of  the  
company hate  dealing with us. The y also call us ’t he  pit .’ They joke  about  us  at  lunch. 
They laugh about  us  in t he  halls. And t hey are  right . He ck, many of  us  hat e  coming 
here , and e ve n we call this a pit . I  t hink we can and should change  t hat ; I  want  you to 
know why." 
The start le d expre ssions we re  now replaced wit h t ruly st unned expressions. The  
silence  was complet e . 
"You all know my st ory. How Dan and I  came  to t own wit h our hopes, dreams, and t wo 
small children. How Dan’s  sudde n de at h le f t  me  alone . How Dan’s  insurance  didn’t  
cover many of  t he  big expense s. How I  f ound myself  in a dif f icult  f inancial posit ion. 
"What  you may not  know is how all t his  af f e ct ed me. S ome of  you are  s ingle  moms and 
dads and know what  I  am t alking about . I  nee ded this job, and I  had lost  my 
conf idence . I  went  wit h t he  f low, never doing anything that  could t hreate n my 
se curit y. I t  see ms f unny t hat  my securit y is  now threat ene d and it  may be  be cause  I  
went  wit h t he  f low. We ll, t hose  days are  over. 
"Here  is t he  bot tom line . I  st ill ne ed t his  job, but  I  don’t  want  t o spe nd t he  re st  of  
my working lif e  in a t ox ic e nergy dump. Dan’s  le sson had been lost  on me unt il now. 
Lif e  is  too pre cious just  t o be  passing through to re t irement . We simply spe nd t oo 
much t ime at  work t o allow it  t o be  waste d. I  think we can make this a bet t er place  to 
work. 
"Now t he  good news. I  know a consult ant  who works f or a world f amous organiz at ion 
and is an expe rt  on energy. You will meet  him e ventually. Today I  am going t o conve y 
his  f irst  bit  of  advice: We  choose  our at t itude . " 
Mary J ane  cont inued by discussing the  concept  of  choosing your at t it ude . Then she  
asked if  t he re  we re  any quest ions. 
S teve  raise d his  hand. When Mary J ane nodded t o him, he  said, "S uppose  I ’m driving 
my car and some idiot  cut s me of f  in t raf f ic. That  causes  me t o get  upset  and I  may 
honk or e ven make  a gesture , if  you know what  I  mean. What’s  wit h t he  choice  t hing? 
I  didn’t  do it ; it  was done to me . I  didn’t  have  a choice ." 



"Let  me  ask you some thing, S teve . I f  you were  in a t ough part  of  t own, would you 
have  use d t hat  ge st ure?" 
S teve  smiled. "No way! You can get  hurt  doing t hat ." 
"S o you can choose  your re sponse  in a tough part  of  town, but  you have  no choice  in 
the  suburbs?" 
"OK, Mary J ane. I  get  it ." 
"You couldn’t  have  asked a be t t er quest ion, S t eve . We  can’t  control the  way ot her 
people  drive , but  we can choose  how we respond. Here  at  First  Guarante e  we don’t  
have  a lot  t o do wit h se lect ing t he  work t hat  ne eds t o be  done, but  we  can choose  
how we  approach t hat  work. I  want  all of  you to think of  ways t his  is t rue  and see  if  
you can ident if y t hings we can do t o remind ourse lve s of  our choices. Good luck. Our 
work lif e  de pends on it ." 
The second st af f  mee t ing was much like  the  f irst . When she  didn’t  get  any quest ions, 
she  used S t eve’s  quest ion f rom t he  f irst  group. I t  was 10: 3  0  on Monday morning. 
S he  was drained f rom the  meet ings, but  realized it  was her f irst  opport unity t o 
choose  he r at t it ude . And she  did. 
The we ek spe d by. S he  made a point  of  walking around t he  of f ice  each day and being 
available  to talk about  the  ide a of  choosing your at t itude . When she  saw S te ve , he  
said, "Boy, you really nailed me at  the  staf f  me et ing." 
"I  hope I  didn’t  e mbarrass you.‘  
"Mary J ane, you did me  a big f avor. My lif e  has been a series  of  re act ions lat e ly. You 
re minded me  that  I  have  import ant  choices  to make  and that  I  can make the m if  I  
have  a lit t le  se lf -cont rol and courage ." 
"Courage?" 
"I  am in a bad re lat ionship; I  need t o do somet hing about  it . I  can see  now t hat  
re act ing and f ee ling like  a vict im is  not  going t o solve  the  problem. The  problem ne eds 
to be  conf ront ed. I ’m sorry t o be  so evasive , but  it  is rat he r personal." 
"Good luck, S t eve , and t hanks f or t rust ing me wit h your story." 
"Oh, we  all t rust  you, Mary J ane. I t ’s  just  t hat  this work is so boring and all we  hear 
are  complaint s. We  f e e l like  we ’re  always unde r at t ack. Keep at  it ; I ’m be hind you all 
the  way." 
S he  was pleasant ly surprise d by the  many words of  encouragement . While  st af f  
me mbe rs were  not  sure  about  the  de tails , most  liked the  ide a of  creat ing a more  
sat isf ying work e nvironment . 
 
Then on Friday it  happened. S he  walked of f  t he  e levat or on the  third f loor and was 
conf ronte d wit h a giant  poste r. On the  t op it  said: CHOOS E YOUR A-r-rI TUDE, and 
in t he  middle  we re  the  words: 
 



MENU CHOI CES  FOR THE DAY. Down below the  menu were  t wo drawings. One was 
a smiling f ace  and the  ot her was a f rowning f ace . S he  was ecst at ic. They do get  it ! 
she  t hought  t o he rse lf  and race d t o he r of f ice  to call Lonnie . 
 
Af t er te lling him about  t he  menu, she  suggest ed they f inish t he ir discussion. Lonnie  
asked about  lunch Monday. Mary J ane said she  really didn’t  want  t o wait  unt il next  
week, so they agree d she  should come t o t he  market  on Saturday and bring the  kids 
with her. 
 
S aturday at  the  Fish Market  
S at urdays are  always busy at  the  market ; Lonnie  suggeste d t hey come  early. Mary 
J ane  f oolishly aske d what  t he  earlie st  t ime  was they might  arrive . Lonnie  said he  
st arte d work at  5  A.M. They set t led on 8 . 
Brad and S t acy got  in t he  car drowsy, but  by t he  t ime  the y had all made t he  t rip into 
S eat t le  and f ound a parking spot , her kids we re  wired and re ady f or act ion. The  
quest ions were  unending. "Where  do they get  the  f ish? Are  they big f ish? Do the y 
have  any sharks? Will t he re  be  any ot her kids t here?" 
 
As t he  t hree  walked down Pike  Place  t o t he  market , Mary J ane was struck by how 
quiet  and calm it  was. S he  immediat e ly spot ted Lonnie  st anding by the  f ish display. 
S he  was impresse d wit h how neat ly organiz ed t he  st and was, wit h t he  f ish and 
se af ood packed in ice  and signs det ailing names, prices , and special qualit ies . One 
se ct ion was empt y except  f or t he  ice . 
"Good morning," said Lonnie  with his  cust omary smile . "And who are  t hese  t wo 
f ishmongers?" 
Mary J ane  int roduced her children. Lonnie  welcomed the m and said it  was t ime t o get  
to work. As she , was removing her note pad f rom her purse , he  stopped he r and said, 
"No, not  t hat  kind of  work. I  t hought  you three  could help me f inish t his  display." 
"Cool," said Brad. 
"I  couldn’t  f ind any boot s your s ize , but  I  did f ind three  aprons to wear. Here , put  
these  on and we’ll s tart  packing f ish." 
S tacy looked a lit t le  be wildered; Mary J ane  gave  her a quick hug. Lonnie  took Brad 
int o t he  back of  t he  st ore  t o visit  t he  f ish locke r, while  MaryJ ane kept  S t acy 
ent ertaine d wit h a walk among t he  displays. I n about  f if tee n minut es, Lonnie  and 
Brad ret urned pushing a mammoth cart  f ull of  f ish. To be  exact , Lonnie  was 
pushing t he  cart -Brad was hanging on t o t he  handle  with his f ee t  just  t ouching t he  
ground, 
. 
PLAY  
"Mom! Wow! I t  rocks back there ! The re  must  be  a million f ish. I sn’t  t hat  right , 
Lonnie ? I  got  t o he lp, too!" Lonnie  gave  him a big smile  and a nod, but  pre te nde d t o be  



all busine ss . "We have  to pack the se  f ish so t he  market  can open, lit t le  buddy. Ready 
to give  me a hand?" 
Brad was having a ball. He would help Lonnie  pick up a tuna and Lonnie  would pack it  in 
ice , adding to a neat  row of  f ish. The t una we re  almost  as  big as  Brad, and Mary J ane  
was sorry she  didn’t  bring her camera. The  way Lonnie  worked with Brad was magic. 
Once  in a while  Lonnie  would trick Brad, prete nd t he  f ish bit  him, or do somet hing 
that  caused Brad to laugh. When the re  was room f or only two more  tuna in t he  row, 
Lonnie  turned t he  job over t o Brad, but  provide d some  subt le  he lp lif t ing. I f  Brad 
were  aske d to pick his "act ion hero" at  t hat  moment , he  would have  chosen Lonnie . 
"Now it ’s  t ime f or your mom to ge t  t o work. Take out  that  not ebook, Mary J ane, and 
Brad will give  you t he  se cond ingredie nt  of  an e ne rgy-f illed workplace ." 
"Brad?" 
"You bet . The second ingre dient  se le ct ed by a bunch of  f ishmongers who choose  
the ir at t itude , is somet hing t hat  is  f amiliar t o any kid. We  just  f orget  it s 
importance  as we become older and more  se rious. 
Brad, t e ll your mom what  you do at  re cess ." 
Brad looke d over the  t op of  the  tuna that  was pinning him t o t he  edge  of  t he  count er 
and said, "Play." 
Mary J ane  opene d her journal and made a new not e:  
PLAY! He r mind f lashed back t o t he  sce ne  at  the  market  she  wit ne ssed on t hat  f irst  
day. S he  had been looking at  a playground wit h adult  kids at  recess. A 
Throwing f ish, kidding wit h e ach ot he r and t he  cust omers, calling out  orde rs, 
re peat ing t he  calls. The place  had be en e lectric.  
"Don’t  misunderst and," said Lonnie . "This is a re al busine ss  which is  run t o make a 
prof it . This busine ss  pays a lot  of  salaries , and we t ake  t he  business  seriously, but  we  
discovered we  could be  serious about  business  and st ill have  f un ’wit h t he  way we 
conduct ed business. You know, not  get  all upt ight , but  le t  t hings 
f low. What  many of  our cust omers t hink of  as  ente rt ainment  is  just  a bunch of  adult  
kids having a good t ime, but  doing it  in a respect f ul manner. 
 
."And t he  bene f it s are  many. We se ll a lot  of  f ish. We have  low turnover. We e njoy 
work t hat  can be  very t edious. We have  become gre at  f riends, like  the  players on a 
winning t eam. We have  a lot  of  pride  in what  we do and the  way we do it . And we have  
become world f amous. All f rom doing some thing which Brad does without  much 
thought . We know how t o play!" 
Brad said, "Hey, Mom, why don’t  you bring t he  people  at  work t o Lonnie  so he  can 
te ach them how t o 
play? 
 



MAKE THEI R DAY, * 
S udde nly some one  addre ssed Mary J ane f rom the  s ide . "Hey, report er lady, want  to 
buy a f ish?" One of  Lonnie’s  associate s had come ove r and was holding a huge  f ish 
head in his  hand. "I ’ll give  you a great  deal on this one . I t ’s  missing a f ew parts  but  
the  price  is  right ." He  made  the  f ish’s  mout h into a smile  and said, "I  call it  smiling 
sushi. just  a pe nny." And he  looke d at  her with a crazy, crooked smile . 
Lonnie  was laughing and, of  course , Brad wante d t o hold it . S t acy was hiding behind 
Mom’s legs . Mary J ane t ook out  a penny and gave  it  t o t he  f ish guy t he y calle d "Wolf  
" S he  didn’t  nee d t o ask why t hey called him Wolf  His hair was unruly and his  eye s 
tracked everyt hing as  if  it  we re  prey. This  wolf  was cle arly domest icat ed, however, 
and if  such a thing were  possible , Wolf  had a grandf at herly air about  him. Wolf  put  
the  smiling sushi in a bag and gave  it  to Brad, who was beaming. S hy S t acy pipe d up 
f or t he  f irst  t ime  that  morning and said she  want ed one , t oo. Wolf  brought  ove r t wo 
more . Now t hey all had a smiling sushi. 
Lonnie  said, "Thanks, Wolf . You just  showed us the  t hird ingre dient  in cre at ing a 
high-e nergy, world f amous marke t ." 
"He did?" 
"Think back t o t he  f irst  t wo t ime s you were  he re , Mary J ane . What  st ands out  in 
your mind? " 
"I  re me mbe r a young redhe ade d woman, about  t went y years old. S he  got  up on t he  
plat f orm and tried t o cat ch a f ish. Of  course  she  f ound t hem a lit t le  slippery and 
missed t wice . But  she  had a ball." 
"Why was t hat  so memorable?" 
"S he was so animat ed, so alive . And t he  rest  of  us in t he  crowd ide nt if ie d wit h he r. 
We could imagine  ourse lve s in her place ." 
"And what  do you t hink Brad will remember about  t oday?" 
"Doing big-guy st uf f , vis it ing t he  cold f ish locker, and working wit h you." 
"We  call t hat  make t he ir day. We  look f or as  many ways as we can to create  great  
me morie s. And we cre at e  great  me morie s whene ver we make someone~ day. The  
playf ul way we do our work allows us to f ind creat ive  ways t o engage  our cust omers. 
That ’s t he  key word: e ngage . We t ry not  t o st and apart  f rom our cust omers but  to 
f ind ways t o respe ct f ully include  the m in our f an. Re spect f ully. When we are  
successf ul, it  makes the ir day." 
Mary J ane  opene d her journal again and wrot e  MAKE THEI R DAY. Her mind f ille d 
with thought s: They e ngage  pe ople  and welcome t hem t o join in the  f un. Custome rs 
like  be ing a pan of  t he  show, and memories are  create d he re  which will bring smile s 
and make  good storie s f or a long t ime  af terward. I nvolving ot hers and working t o 
"make t he ir day" direct s at t ent ion t oward t he  cust omer Gre at  psychology. Focusing 
your at te nt ion on ways t o make  anot her pe rson ~ day provide s a constant  f low of  
posit ive  f e e lings. 
"Hello, anyone  home?" 



Lonnie , Brad, and S t acy we re  all st aring at  her. "S orry, I  got  t o t hinking about  how 
powe rf ul ingredie nt  t hat  is . I  hope  we can f ind a way t o apply make t he ir day at  First  
Guarante e ." 
"The market  is  opening. Let ’s t ake  t he  kids f or somet hing t o e at , we  can f inish our 
discussion the re . You kids hungry?" 
"Ye ah!" 
 
BE PRES ENT 
They f ound a t able  at  t he  caf 6  across  t he  st ree t  and ordered cof f ee , hot  chocolate , 
and swe et  rolls. The marke t  was rapidly f illing wit h pe ople , and Lonnie  direct ed he r 
at te nt ion to the  way t he  f ish guys int eracte d wit h t hose  people . He asked her to 
wat ch t he m in act ion and told he r she  would discover t he  f inal ingredie nt  if  she  
wat che d care f ully. He r e yes  went  f rom one  monger to another, marveling at  the ir 
playf ul manner and t he  light he arte d way they we nt  about  t he ir work. She  t hen 
turned her at te nt ion to those  who were  be twee n act ivit ie s. They looked vigilant , eyes  
roaming f or t he  next  opport unity f or act ion. 
 
I t  was actually a bad e xpe rie nce  f rom t he  night  be f ore  that  he lped her f ind the  
answer. S he  re me mbe re d he r t rip t o t he  st ore  wit h t wo cranky kids, both re ady f or 
bed. How long did she  stand at  the  count er wait ing f or a clerk who was talking t o 
another cle rk about  the  modif icat ions he  made  to his  car? I t  se emed f orever as the  
kids pulle d on her dress wit h growing impat ience . That  wouldn’t  happen here , she  
thought . These  guys are  present . The y are  f ully e ngage d in the ir work. I  wonde r if  
they e ve n daydream? S he asked Lonnie  if  t hat  was t he  answer. 
 
"You got  it . Why am I  not  surprised?" He  f lashed his boyish grin. "Look out  t oxic 
ene rgy dump, he re  she  come s!" Then Lonnie  cont inue d, "I  was at  t he  groce ry st ore , 
wait ing my t urn at  t he  me at  count er. The  st af f  was pleasant  and having a good t ime. 
The problem was t hey were  having a good t ime wit h each ot her, not  me . I f  they had 
include d me in the ir f un, it  would have  be en a whole  dif f e rent  expe rience . They had 
most  of  it  right  but  were  missing t he  key ingre dient . They weren’t  present  and 
f ocused on me, the  cust omer. The y we re  int ernally f ocuse d." 
S he  opened her journal and wrote : ’S E f  KES ENT. 
Lonnie  was showing his  f irst  s ign of  not  be ing present . She  knew why whe n he  said, "I  
nee d t o ge t  back t o work. The guys were  more  t han willing to cover f or me , but  I  
don’t  want  to overdo it . There  is , howe ve r, one  piece  of  advice  I  would like  t o of f er 
bef ore  I  leave ." 
"I ’m all e ars." 
"We ll, I  don’t  mean t o t e ll you how t o do your job but  I  t hink it  will be  import ant  f or 
you t o f ind a way f or your staf f  to discove r t he  Fish Philosophy f or themselves . I ’m 



not  sure  just  te lling t hem about  t he  Fish Philosophy will do t he  trick. Brad had a good 
idea when he  said you should bring t hem he re ." 
"You and Brad make  quite  a t eam. I n my rush to solve  the  problem, I  could e asily 
f orge t  that  the  members of  my st af f  need to have  learning expe rie nces of  the ir own, 
and t ime  to int ernalize  the  experience . Thanks so much-f or everyt hing. You made our 
day." 
Brad couldn’t  st op talking on t he  way home; it  was all she  could do to be  present  f or 
him. One somewhat  crazy ide a f ound it s way int o he r head. S he  grinne d and t ucke d it  
away f or Monday. 
S he  t old me  and t hen I  discove red it  f or myse6F Unknown 
 
S unday Af t ernoon 
During her private  t ime  on S unday af t ernoon, Mary J ane  opene d her journal and 
brief ly expanded on her not es . 
 
CHOOS E YOUR ATTI TUDE - I  t hink we  have  a good start  on t his  one . The  me nu 
idea the  staf f  came  up with was the ir f irst  real sign of  progre ss . Wit hout  choose  
your at t it ude , all t he  rest  is a waste  of  t ime . I  need to cont inue  exploring and 
expanding our aware ness  of  this ingredie nt . 
 
PLAY -The  f ish marke t  is an adult  playground. I f  t he  f ish guys can have  that  much 
f un se lling f ish, t here  is  hope  f or us  at  First  Guarant ee . 
 
MAKE THEI R DAY – Custome rs re  encourage d t o play also. The at mosphe re  is one  of  
inclusion. Not  at  all like  t he  boss  I  bad in L.A. who t alked to me  like  I  was a tape  
re corder and neve r share d any of  t he  int erest ing work. 
 
BE PRES ENT-The f ish guys are  f ully present . The y are  not  daydreaming or on t he  
phone. They are  scanning t he  crowd and int eract ing wit h cust omers. 
They talk t o me  as  if  I  was a long lost  f riend. 
 
Monday Morning 
As she  e nt ered t he  e levat or, she  not ice d Bill right  behind her. That  will save  me  the  
trip t o his  of f ice , she  t hought . The car was crowde d so t hey didn't  converse , but  
when the  door ope ned on her f loor, she  t urned to Bill and handed her boss her bag, 
which had a dist inct  odor emanat ing f rom it . "A gif t , Bill. I t 's  calle d a smiling sushi." 
As t he  door closed she  heard a loud, "Mary J ane!" 
A f ew seconds af t er she  was at  he r desk t he  phone rang. "S t range '  gif t , Mary J ane ," 
said Bill with the  hint  of  a smile  in his  voice . S he  told him what  she  had done on 
S at urday. "S tay wit h it , Mary J ane. I  don't  know what  a f ish marke t  has to do wit h 



First  Guarant ee , but  if  you can make me smile  wit h t he  day I  have  ahead, you may be  
on to some thing." 
When she  hung up t he  phone, she  was aware  that  her re lat ionship wit h Bill was 
some how dif f e re nt . I  don’t  t hink many on his  st af f  st and up to him, she  t hought . 
S trange  as it  see ms, I  be lie ve  he  appreciat es  t he  f act  t hat  I  have  chosen not  t o be  
int imidat ed. 
 
The Fie ld Trip 
At  t he  f irst  of  her t wo Monday morning st af f  meet ings she  got  right  t o t he  point . 
"I ’m impressed and hearte ned by how you have  worke d at  f inding ways to remind us 
all that  we  can choose  our at t it ude  each day. The Choose  Your Att it ude  Me nu was a 
great  ide a, and it ’s  the  t alk of  the  building. I t ’s  f un at  last  t o hear some posit ive  
comment s. Now it ’s t ime t o t ake  t he  next  ste p. The re  is  some thing I  want  you all to 
experience , so we  are  going on a luncht ime  f ie ld t rip. This group will go on 
Wedne sday, the  ot he r group on Thursday. Brown bag lunches will be  provide d, so just  
bring yourse lves . 
"The f ie ld t rip will be  t o a place  many of  you have  visit ed bef ore . We are  going to a 
special f ish market  where  we will s tudy e nergy in act ion. There  are  a bunch of  guys 
there  who have  solved t he ir version of  our problem. I t  will be  our t ask to se e  if  we  
can underst and and apply t he ir secret s  f or success ." 
"I  have  a de nt al appoint ment ." "I  have  plans f or lunch t hat  day." The voices of  t hose  
around he r rose  wit h object ions. S he  was surprised whe n she  heard a st rong voice , 
her own, say, "I  expect  you all t o be  t here  and t o rearrange  your plans t o make t hat  
possible . This  is important ." 
On Wednesday, the  f irst  group me t  in t he  lobby and he aded f or t he  market . "All I  
want  you t o do is  obse rve  t he  sce ne  you are  about  t o see ." S he  chuckle d, "Be sure  t o 
kee p your yogurt  handy." He r use  of  the  Yogi Be rra quote , "You can observe  a lot  by 
wat ching," rece ived one  polit e  laugh. We ll, it ~ a st art , she  t hought . 
The f ish market  was busy when the y arrived, and the y quickly dispersed. That  made 
it  hard f or her to wat ch re act ions, but  she  did not ice  a f e w of  her st af f  obviously 
enjoying t hemse lve s. S he  saw J ohn and S t eve  in close  conversat ion wit h one  of  t he  
f ish guys and moved closer t o obse rve . "When you are  present  wit h pe ople  you look 
right  at  t hem ... just  like  be ing with your best  f riend ... e ve rything is going on around 
you but  you’re  st ill t aking care  of  just  t hem," said t he  redheaded f ish guy t o J ohn. 
Goodf or,J ohn and S t eve , she  thought . Gre at  init iat ive . 
 
On Thursday the  second group made t he  trip, most  like ly brief e d by the  f irst  group. 
There  were  almost  no quest ions, and t he  group was rat her re se rved unt il somet hing 
special happene d. S t ephanie , a longt ime employe e , was asked if  she  wante d t o go 
behind t he  count er and catch a f ish. Alt hough she  had seemed quite  shy at  work, she  
accepte d. Two f ish s lipped t hrough her grasp, much t o t he  de light  of  t he  crowd and 



the  special amusement  of  he r coworke rs. On t he  t hird t ry, she  made a daz zling bare-
handed cat ch which was f ollowe d by thunderous applause , cat calls , and whist les . S he  
was hooked as  the  f ish guys made he r day. 
S tephanie  see me d t o open the  door f or ot he rs. As the  f ish f lew ove rhe ad, the  gang 
f rom First  Guarant ee  did a lot  more  t han raise  t he ir yogurt  cups in t he  air. 
 
Friday Af t ernoon Me et ings 
On Friday af te rnoon, she  met  wit h each group se parat e ly. "Wouldn’t  it  be  neat  t o 
work in a place  where  you could have  as much f an as  the  guys do at  the  Pike  Place  
Fish market ?" she  asked. There  were  a f e w nods and some smiles  as  t he  image of  a 
f lying f ish passed through their minds. S t ephanie  had t he  bigge st  smile  of  all. Then 
re alit y set  in. 
 
I n bot h groups, prot est  f ollowed the  init ial smiles. "We  don’t  se ll f ish!" Mark said. 
"We  don’t  have  anyt hing t o t hrow," added Be th. "I t ’s  a guy t hing," cont ribut ed Ann. 
"Our work is boring," said anot her. One wisecracker said, "Le t ’s  throw the  purchase  
orders." 
"You’re  right ; t his  isn’t  a f ish market ; what  we do is  dif f e re nt . What  I ’m asking is: 
Are  you int ereste d in having a place  t o work which has as much energy as  the  world 
f amous Pike  Place  Fish marke t? A place  where  you smile  more  of t en. A place  where  
you have  posit ive  f e e lings about  what  you do and t he  way you do it . A place  you look 
f orward t o be ing at  each day. You’ve  already demonstrat ed that  in many ways we can 
choose  our at t it ude . Are  you int erest ed in t aking it  f urt her?" 
S tephanie  spoke  up. "I  like  t he  people  here; t hey’re  good pe ople . But  I  hate  coming 
to work. I  can hardly breathe  in this place . I t ’s  like  a morgue. S o I  might  as  well 
admit  it : I ’ve  be en looking f or another job. I f  we  could f ind a way t o creat e  some lif e  
here , it  would be  a more  sat isf ying place  to work, and I  would de f inite ly conside r 
st aying." 
"Thank you f or your honesty and courage , S t ephanie ." 
S teve  adde d, "I  want  to make  this place  more  f an." 
Randy raised his  hand. 
"Ye s; Randy?" 
"You t alked about  your personal s ituat ion the  othe r day, Mary J ane . I  never heard a 
boss do t hat  be f ore ,and it  got  me t hinking. I ’m rais ing my son alone , and I  ne ed t his  
job and t he  bene f it s  that  go with it . I  don’t  like  to make  waves, but  I ’m sorry to 
admit  I  somet imes take  out  my f rust rat ions on pe ople  in ot her departments . The y 
se em tohave  it  so good, while  I ’m trapped here  in this pit . You’ve  he lped me realiz e  
that  we make  t his  place  a pit  by t he  way we act  he re . Well, if  we  can choose  t o make 
it  a pit , t he n we can also choose  something e lse . The t hought  of  doing that  has me 
re ally excit ed. I f  I  can le arn t o have  f an and be  happy here , well, t he n I  gue ss  I  can 
also le arn t o do t hat  in ot her part s  of  my lif e ." 



"Thanks, Randy." S he  turned and looked dire ct ly at  him wit h grat it ude , adding, "I  see  
a f ew he ads nodding, and I  know you’ve  said somet hing really important  here  t oday. 
You have  t ouche d me and others wit h your words f rom t he  he art . Thanks. Thank you 
f or your cont ribut ion. Le t ’s  build a bet te r workplace , a place  we love  to be  in. 
"On Monday we’ll s tart  t he  proce ss  of  put t ing the  Fish Philosophy to work on t he  
third f loor. Bet ween now and then, I  want  you to think about  your pe rsonal 
experience  at  t he  f ish market  and writ e  down any que st ions or ideas you have . Whe n 
we ge t  t oget her ne xt  t ime, we  can discuss how t o proceed. just  le t  what  you saw at  
the  market  st imulat e  your t hinking." 
The wisecracker popped up again, "Well, if  we  can’t  throw the  purchase  orders paper, 
can’t  we  at  least  t hrow t he  conf et t i f rom t he  shredde r?" Laught er f illed t he  room. 
That  f e e ls  good, she  thought . 
Mary J ane  then passe d copie s of  an out line  she  had de velope d at  t he  marke t  and 
walked everyone through her personal obse rvat ions. She  encourage d he r staf f  t o 
re me mbe r and record t he ir own thought s ove r t he  weekend. 
Af t er the  se cond mee t ing ended, Mary J ane retreate d t o he r of f ice  and sat  
exhauste d at  her desk. I  gave  the m somet hing t o t hink about  ove r t he  weekend. But  
will t bey? Lit t le  did she  know that  half  a doze n of  he r e mployees would f ind a reason 
to vis it  t he  marke t  again t hat  wee kend, many of  t hem wit h f amily and f riends. 
  
MARY J ANE’S  OUTLI NE 
Choose  Your At t itude-The  f ish guys are  aware  t hat  the y choose  the ir at t itude  e ach 
day. One of  t he  f ish guys said, "When you are  doing what  you are  doing, who are  you 
being? Are  you being impat ient  and bore d, or are  you be ing world f amous? You are  
going t o act  dif f e re nt ly if  you are  be ing world f amous." Who do we want  to be  while  
we do our work? 
Play-The f ish guys have  f un while  t hey wor~, and f un is  ene rgiz ing. How could we  have  
more  f un and creat e  more  energy? 
Make Their Day-The f ish guys include  t he  cust omers in the ir good t ime. They 
engage  t he ir cust omers in ways which create  ene rgy and goodwill. Who are  our 
cust omers and how can we  engage  t hem in a way t hat  will make t he ir day? How could 
we make  each other’s  days? 
Be Present -The f ish guys are  f ully present  at  work. What  can the y t each us about  
be ing present  f or each other and our custome rs? 
Ple ase  bring your thought s wit h you on Monday. 
 
That  We eke nd at  the  Fish Market  
"Te acher give  you an assignment ?" 
S tephanie  looked up and s imult aneously saw a f ish f ly through the  air and Lonnie’s  
smiling f ace . "Hi. I  gue ss  you might  say my boss  gave  me  some  homework." 
"That  wouldn’t  be  Mary J ane, would it ?" 



"How did you know?" He r response  was drowne d out  by a monger shout ing, "Three  
tuna f lying away t o Paris," wit h a f ake  Fre nch accent . Lonnie  se emed t o hear he r 
anyway. No wonder t hey’re  so good at  be ing prese nt , she  t hought . They have  t o be  if  
they want  to he ar anything above  all this commot ion. 
"I  saw you he re  during t he  wee k wit h Mary J ane’s  group. You are  also t he  f irst  
yogurt  dude  I  remember catching a f ish as long as  I ’ve  bee n here ." 
"Re ally?" 
"S o how can I  he lp you? You seem puzz led." 
S he  looked down at  her not es . "I  t hink I  underst and be  pre se nt , the  way you are  
right  now with me . And when I  was catching t he  f ish-we ll ... I  will never f orget  the  
way you made  my day. Play is somet hing t hat  comes easy f or me-I  love  t o enjoy 
myse lf  and f ool around. But  choose  your at t it ude  is st ill a bit  of  a myst ery. I  me an, 
doe sn’t  your at t itude  have  a lot  t o do wit h t he  way you are  t re at ed and what  happe ns 
to you? 
"I  know just  t he  person you ne ed t o ask about  at t itude: Wolf  Wolf  was on his way t o 
a career as  a prof e ssional race  car drive r whe n he  had a serious accide nt . Well, I ’ll 
le t  Wolf  te ll t he  st ory. We  nee d t o go back int o t he  locker. Will you be  warm 
enough?" 
"Can we  come , t oo?" 
S tephanie  looked t o her le f t  and saw S t eve , Randy, and one  very cut e  child. Af t er 
int roduct ions, t hey all went  back to talk t o Wolf , who t old them how, while  he  was 
re covering f rom his  accident , he  learned t o choose  his  at t it ude  eve ry day. His  words 
made a dee p impression on t he  three  and they vowe d t o share  t he m wit h t he ir f e llow 
workers at  the  Monday meet ing. 
Af t erward, S te ve  had to take  of f , but  S t ephanie , Randy, and Randy’s son went  
across  the  street  t o a caf 6 . The adult s  sipped cof f e e , while  Randy’s son at e  a giant  
chocolat e  chip muf f in. 
"You know," said S te phanie , "we might  as we ll clean up our toxic ene rgy dump because  
there  is  no such guarant ee  the  ne xt  job will be  any dif f erent . And t hink about  it . How 
many bosse s are  there  like  Mary J ane? I  really respect  her. Think about  what  she’s 
been t hrough. I  hear she  eve n stood up t o t hat  je rk Bill Walsh. None  of  the  ot he r 
department  managers ever stood up t o t hat  bully. I  mean t hat  count s f or some thing, 
doe sn’t  it , Randy?" 
"S t ephanie , you’re  reading my mind. I f  t hese  f ish guys could do what  they have  done, 
the  sky is t he  limit  f or us  wit h a boss like  Mary J ane . I t  isn’t  going t o be  easy. S ome 
of  our coworkers are  as  f right ene d as  I  use d t o be . The y’re  skept ical because  
they’re  scared. Pe rhaps if  we  provide  a posit ive  e xample  it  will he lp. All I  know is 
that  things won’t  get  bet t er unt il we  choose  t o make t hem be t t er-and I  want  things 
to get  be t t er." 



As S t ephanie  walked to her car she  not iced Be t t y and her husband. She  waved and 
then became  aware  of  t hree  ot her pe ople  f rom he r of f ice  in t he  crowd. Great ! she  
thought . 
 
The Plan Unf olds 
There  was a buz z  in the  room as t he  f irst  group assembled f or t he  Monday morning 
me et ing. Mary J ane opene d t he  mee t ing by saying, "We ’re  here  t o clean up what  has 
been called a t ox ic e nergy dump. Today we’ll se e  if  we  have  any addit ional le ssons 
f rom the  market  and t hen decide  on our ne xt  st eps. Did anyone t hink of  anyt hing 
during the  wee kend t hat  we should consider bef ore  moving on?" 
S tephanie  and Randy jumped t o t he ir f ee t  and took turns recalling t he ir conve rsat ion 
with Wolf . S te phanie  began. 
"Wolf  was really cool, although he  was a lit t le  scary at  f irst . I  mean his voice  is  like  a 
growl. Anyway, he  told us his st ory of  having a care er as  a prof essional race  car 
driver t orn away f rom him by a f re ak accide nt . He said he  wallowed in pit y f or a while  
and then, when his  girlf riend le f t  him and f riends st opped calling, he  re aliz ed he  had 
a basic choice  t o make. He could choose  to live  and t o live  f ully, or he  could le t  lif e  
slip away in a series  of  missed opportunit ies . He has bee n making the  choice  t o live  
f ully e ve ry day since . I t  was quit e  a st ory." 
"My son was f ascinate d with Wolf ," cont inued Randy. "Wolf  re ally got  me t hinking 
about  our s it uat ion he re  on three , and how much powe r we have  over t he  kind of  
place  we  create . We could make  thre e  int o a great  place  t o work if  we  learn the  
lesson of  Wolf . We must  choose  our at t itude  e ve ry day and choose  it  well." 
S teve  also of f e re d some  observat ions. 
"Thanks, S teve . Thank you, Randy. Thanks, S te phanie . I t  sounds like  you were  busy 
this we eke nd. And t hanks f or not  asking f or overt ime !" Af t er the  laughte r died down, 
Mary J ane  aske d, "Who e lse  has somet hing t o of f e r which will he lp us unde rstand 
these  point s?" Forty-f ive  minute s lat er, Mary J ane de cided t o bring t he  discussion to 
a close . "Any ide as on where  we go f rom here ?" 
"Why don’t  we f orm a t eam f or each of  t he  f our ingredient s? " said one  of  the  newer 
employee s. 
There  were  a number of  nods. 
"All right ," said Mary J ane. "Let  me  make sure  the  ot her half  agrees  wit h t his  
approach. Why don’t  you sign up f or the  group you pref e r; if  t he  other group goes 
along, I  will put  everyt hing in me mo f orm and get  it  to you t omorrow. I s  there  
anyt hing e lse  t o discuss?" 
At  t he  end of  t he  me et ing she  passed around a s ign-up sheet  and asked e ach of  them 
to sign up f or one  of  the  f our t eams. The  second group f ully supporte d t he  idea of  
te ams and see me d re lieved to have  a concret e  plan of  act ion. 
 
The Teams Go t o Work 



The Play Team had a f e w too many volunt eers, so Mary J ane  did a lit t le  gent le  
negot iat ing. "I  have  a genuine  Pike  Place  Fish market  T-shirt  f or t he  f irst  t hre e  
volunte ers  who will move f rom Play t o Choose  Your Att it ude  or Be  Pre sent ." Once  t he  
te ams we re  balanced, she  put  t ogether a memo wit h t he  general guidelines and 
expect at ions. 
TEAM GUI DELI NES  

• Teams will have  six weeks t o me et , st udy t he ir t opic, colle ct  addit ional 
inf ormat ion, and put  t ogether a.pre sentat ion that  will be  made t o the  group as 
a whole  at  an of f -s it e  meet ing. 

• Each presentat ion must  have  some act ion it ems t hat  we can consider f or 
implementat ion. 

• Teams will be  re sponsible  f or set t ing t he ir own mee t ing t imes and may use  two 
hours of  work t ime each week f or t eam business. Arrangements  must  be  made 
to cover t he  work of  those  at  t eam meet ings during business hours. 

• Each t eam has a budge t  of  $ 200  to be  spe nt  at  it s discre t ion. 
• Teams will f acilit at e  t he ir own meet ings. 
• I  will be  available  t o t roubleshoot  if  t he  t eam reache s an impasse , but  I  would 

rather the  te am work out  it s issues as  a te am. 
Good luck! Let ’s cre at e  a place  where  we all want  t o work! 
 
Team Report s 
S ix wee ks had passed s ince  t he  t eams start ed me et ing. The pre sentat ions would be  
made t oday. Mary J ane had aske d Bill if  people  f rom ot her departments  could handle  
essent ial f unct ions f or a morning, so t he  whole  group could me et ; Bill surprised her 
by of f ering to he lp pe rsonally as  well as organize  the  cove rage . "I  don’t  know what  
you’re  doing," he  said, "but  I  alre ady se nse  a new le ve l of  ene rgy on t hree . Keep up 
the  good work and le t  me know if  t here  is  anyt hing e lse  I  can do." 
S he  was a bit  ne rvous. Each of  the  t eams had asked her t o meet  wit h t hem at  le ast  
once , and she  had done he r best  t o be  he lpf ul and support ive  without  t aking cont rol. 
Although she  had been asked f or reading mate rial and t he  use  of  a conf erence  room 
in t he  last  t wo we eks, none  of  the  t eams had re que st ed more  than t hat . S he  really 
didn’t  have  a clue  about  t he  spe cif ics  of  any of  t he  f our pre sentat ions. And today 
was the  day t hey would go of f -s ite  to hear the  te am re port s. 
At  nine  in t he  morning, they all walked down to the  Alex is Hote l as  Bill and the  ot he r 
volunte ers  arrive d t o cove r t he  of f ice . "Good luck," he  said. 
They arrived at  the  Alex is and we re  direct ed to the  Market  Room. Appropriate , she  
thought . S he  had decided t hat  t he  Choose  Your At t itude  Te am should present  last . 
S he  had e xplaine d t o each team: "I  want  t he  ingredient  t hat  unde rlies all of  t he  
ot hers t o be  t he  last  t hing we consider." 
S he  f e lt  a surge  of  emot ion as  she  ente re d the  meet ing room. The room was a sea of  
color, music, and e nergy. Balloons were  at t ached t o each chair, and colorf ul f lowe r 



arrange me nt s brought  t he  room to lif e . The y have  responded t o t he  challe nge , she  
thought . Their clocks are  wound up again. The bigge st  surprise  of  the  day was s it t ing 
in t he  back of  t he  room in his f ull f ishmonge r out f it . I t  was Lonnie . S he  t ook t he  se at  
next  t o him as things be gan. 
 
The Play Team 
One of  t he  members of  the  Play Te am called the  room t o at t ent ion and asked t he  
whole  st af f  t o come up f ront . As direct ions were  give n, e ve ryone  st ood around rather 
awkwardly. "Our re port  is in t he  f onn of  a game which we’ll all play," said Bet t y, t he  
Play Te am spoke sperson. 
The Play Team had designe d a game using a path of  circle s cut  f rom colored paper 
and arranged on t he  f loor so you could st ep f rom one  circle  t o t he  next  as  t he  music 
played. Each circle  had writ te n on it  a key point  f rom their re port . When t he  music 
st opped, the  pe rson st anding on a spe cif ic circle  was asked to re ad t he  tex t  on it . I t  
was sort  of  like  a cakewalk. The re  were  t wo groups of  ite ms. One  was a list  of  
benef it s  and the  othe r a list  of  implementat ion ideas. Great  work, thought  Mary 
J ane . 
 
Bene f it s  of  Play 
• Happy pe ople  t re at  ot hers we ll. 
• Fun leads t o creat ivity. 
• The t ime passes  quickly. 
• Having a good t ime is  he alt hy. 
• Work becomes a reward and not  just  a way t o rewards. 
I mplement ing Play on the  Third Floor 
• Post  signs saying, TMS  I S  A PLAYGROUND. WATCH OUT FOR ADULT CHI LDREN. 
• S tart  a joke-of -the-mont h cont est  with it s  own bulle t in board. 
• Add more  color and make t he  e nvironment  more  inte re st ing. 
• Add more  lif e  wit h plants  and an aquarium. 
• S pecial eve nt 's such as  a luncht ime comedian. 
• S mall f ight s to turn on when it  is t ime t o light en up a bit  or whe n you have  a good 
idea. 
• I nstruct ion in cre at ivit y. 
• A designat ed cre at ivit y area called t he  S and Box. 
• Form an "ongoing play comnuit t ee  to kee p t he  ideas f lowing. 
 
The Make Their Day Team 
The Make  Their Day Team was next . "Go out  into the  hall and have  some cof f ee  while  
we set  up," was t he ir f irst  inst ruct ion. When everyone was calle d back int o t he  room, 
the  staf f  was divided int o small groups wit h a me mbe r of  t he  Make The ir Day Te am 
in e ach group. S t ephanie  de scribed t he  ass' igm-ne nt  as  everyone mille d around. 



"I  want  e ach group t o t ake  f if t een minut es  t o de ve lop a list  of  st rate gie s f or 
support ing and enhancing t he  work of  a key group of  pe ople , our int ernal cust omers. 
But  f irst  I  want  t o introduce  some  data. These  are  the  f indings of  a cust omer survey 
we pe rf orme d. 
Take  a deep bre at h be cause  you are n’t  going t o like  p what  you se e ." A s lide  we nt  up. 
A wave  of  shock passed through the  room; t here  was act ually one  audible  gasp. 
 
RES ULTS  OF CUS TOMER S URVEY 
1. Our custome rs dread working wit h us. They call us  "the  sleepwalkers" because  we 
se em posit ive ly sedat ed t o t he m. They would pref e r a good f ight  t han t he  impersonal 
treatment  t hey rece ive . 
2 . The  work we do is  adequat e , but  we rare ly of f er to ext end ourse lves  in order to 
he lp them se rve  t he  ext ernal cust omer. We do our job, pe riod, and no more . 
3 . We of t en treat  our cust omers as if  t hey are  int errupt ing us. 
4 . We f requent ly pass  our cust omers around f rom one person t o anot he r wit hout  ever 
conve ying an inte rest  in solving t he  problem. We  appear t o be  at t empt ing to avoid 
re sponsibility. 
5 . Our cust omers joke  about  our response , or lack t he reof , to a problem which arises  
af ter 4 . They laugh about  the  st ampede to the  e le vator at  4 :30 . 
6 . Our cust omers que st ion our very commitment  t o t he  ent erprise . 
7 . We are  re f erred t o as t he  "last  st age  of  decline ." 
8 . Discussions have  st art ed concerning t he  possibilit y of  replacing our de part me nt  
with an out side  contractor. 
 
S tephanie  said, "Our te am was f irst  shocke d and t hen angered by t hese  f indings. 
S lowly we came t o realize  t hat  t he  cust omers f ee l how t he y f ee l. No mat ter what  
excuses we  of f er or what  kind of  spin we  put  on it , it  doesn’t  change  how our int ernal 
cust omers f ee l. That ’s  the  reality as  they see  it . The  quest ion is , what  are  we going 
to do about  it?" 
Anot her t eam member cont inued with considerable  passion, "I  don’t  think we  re aliz e  
how import ant  our role  is  in t he  business  of  First  Guarantee . Many pe ople  count  on us, 
and they look bad when we drop the  ball or drag our f eet . The f act  t hat  many of  us  
have  other obligat ions and that  we aren’t  very high on t he  compe nsat ion scale  is not  
the ir proble m. They’re  just  t rying to se rve  t he  cust omers who pay our salaries-and 
we’re  se en by t hem as an impe diment  t o high qualit y service ." 
Then S te phanie  said, "We need your ideas and need them badly. Please  he lp us t o 
take  a ste p away f rom t he  dump and toward making our cust omers’ day. Each group 
has f ort y-f ive  minut es  t o come up wit h as  many ide as as  possible . Please  f ind a seat  
and get  start ed. The membe r of  our te am will serve  as  scribe ." The re  was silence  f or 
a while . Then t he  groups began at t acking t he  proble m, st ill riding on t he  e nergy 
generat ed by t he  f irst  present at ion. 



When the  t ime  had come , S te phanie  announced, "Le t ’s  take  a short  bre ak while  the  
scribes int egrat e  t he ir not es ." Af t er te n minute s, she  re conve ned the  staf f . "He re’s  
a quick look at  the  result s," she  said, "and t his  award goes t o t he  membe rs of  the  
table  f our group." The people  f rom t able  f our came up t o rece ive  t he ir Make Their 
Day but tons. S malle r but tons we re  passed out  t o everyone e lse . At t ent ion t urne d t o 
the ir summary report . 
 
Bene f it s  of  Make Their Day 
I t  is good f or business . 

• S erving our cust omers well will give  us  the  sat isf act ion t hat  comes t o t hose  
who serve  ot hers. I t  will f ocus our at tent ion, away f rom our proble ms ont o how 
we can make a posit ive  dif f e re nce  t o othe rs. This is  he alt hy, will f ee l good, and 
will unleash even more  e ne rgy. 

 
I mplement ing Make The ir Day 

• S tagge r our hours so t here  is coverage  f rom 7  Am. unt il 6  P.m. This  will be  
good f or our cust omers. (and may also be  he lpf ul t o some of  us who ne ed 
dif f erent  start  t imes). 

• Pull t oge ther some f ocus groups to st udy ways we  can be  of  se rvice  to our 
cust omers. Should we have  specialt y groups, f or inst ance , f ocusing on specif ic 
cust omer cate gories? 

• Have  a monthly and an annual award f or se rvice , base d on the  recommendat ion 
of  our cust omers who said the ir day had be en made. 

• I mplement  a 360 -de gree  f ee dback process  which includes our cust omers. 
• Appoint  a spe cial t ask f orce  dedicat ed t o surpris ing and delight ing our 

cust omers. 
• Ask our ke y custome rs t o "come  out  and play" once  a mont h. 
• S tudy what  it  would take  to implement  t he  "mome nt  of  trut h" ide a, which 

st arte d at  S AS , S candanavian Airlines . We would t ry t o make every 
transact ion with our custome rs a posit ive  transact ion. 

 
Mary J ane  quiet ly rejoiced. "I f  the y care  t his  much, we can turn our de part me nt  
around. S t ephanie  is  on f ire  and her group shows signs of  catching t he  same 
ent husiasm. We  can do it ! I  know we  can!" Out  of  the  comer of  her eye  she  not iced 
that  Lonnie  had a pleased look on his  f ace . 
 
The Present  Moment  Team 
The Pre se nt  Moment  Team t ook an ent ire ly dif f ere nt  approach, which gave  a we lcome  
change of  pace . With soot hing music playing in t he  background, one  of  t he  group 
me mbe rs said, "Close  your eyes  and re lax  f or a minut e . Bre at he  de eply as I  guide  you 
through a number of  visualiz at ions t hat  will he lp us be  f ully pre se nt ." 



When she  was f inished, she  said, "Now list en’ as membe rs of  our group of f er some  
thought s. S t ay re laxed, t ry t o e ven your breat hing, and kee p your eyes  close d." 
A numbe r of  inspirat ional readings f ollowed. One  of  the  readings we nt  some thing like  
this: 

The past  is hist ory The f ut ure  is  a myst ery Today is a gif t  
 That  is  why we call it  t he  pre se nt  

 
J ohn of f ered a pe rsonal st ory. "I  was living a busy lif e ," he  said with sadne ss  in his  
voice , "trying t o make ends me et  and working both sides against  the  ’ middle . One 
day my daughte r asked me t o go t o t he  park. I  t old her it  was a wonde rf ul idea, but  I  
had a lot  t o do at  t hat  moment . I  said she  should wait  unt il late r, af t er I  had a, 
chance  t o cat ch up. But  there  always seemed to be  some urgent  and pressing work t o 
do and t he  days passe d. Days led t o we eks and wee ks to mont hs." With a choking 
voice , he  said t hat  f our ye ars passe d and he  ne ve r did go to t he  park. FEs daught er is  
now f if t ee n and no longe r int ere st ed in t he  park, nor, f or that  matt er, in him. 
J ohn paused and t ook a dee p breath. "I  t alked t o one  of  t he  f ish guys about  be ing 
prese nt , and I  re aliz ed how inf requent ly I  was really present  at  home or at  work. The  
f ish guy invite d me t o visit  t he  market  with the  whole  f amily. My daught er didn’t  
want  t o go, but  I  f inally wore  her down and she  came along. We had a good t ime, and 
I  worke d on being pre sent  with my children. When my wif e  took my son down t he  
st re et  to the  t oy st ore , I  sat  down with my daught er and t old her how sorry I  was 
that  I  really hadn’t  be en t he re  f or he r. I  t old her I  hoped she  could f orgive  me  and 
that  while  I  couldn’t  change  t he  past , I  le t  he r know t hat  I  was now dedicat ed to 
be ing present  in t he  pre se nt . S he  said I  wasn’t  t hat  bad a dad-I  just  neede d t o 
lighte n up a lit t le . I ’ve  got  a ways t o go," he  said, "but  I ’m improving. Being present  
could help me  re cover something I  wasn’t  aware  I  had lost : a re lat ionship wit h my 
daught er." 
 
Af t er J ohn was f inished, Lonnie  whispered t o Mary J ane, "The f ish guy was J acob. 
He  has be en higher than a kit e  e ve r s ince . He ’s  a new guy, and it  was his  f irst  t ast e  
of  really he lping some one." 
J ane t  also be came  quite  emot ional whe n she  described a coworker at  her- pre vious 
job. "This  person ke pt  trying t o get  my at t ent ion," she  said, "but  I  was dist ract ed by 
personal issues, and we neve r connecte d. The n all he ll broke  loose . I t  seems she  was 
way ove r her head and was covering up t he  lack of  progre ss  by issuing imaginary 
re ports . By t he  t ime it  all came  to light , it  was too late  to correct . She  lost  her job, 
the  company lost  a clie nt  and a gre at  deal of  mone y, and I  event ually lost  my job 
because  we  were  unable  t o replace  the  work. All of  this could have  bee n avoided if  I  
had been present  f or a coworke r who was re aching out  f or he lp." 
Then Bet h t old a pe rsonal st ory of  riding on a stat ionary bike  in f ront  of  t he  TV 
while  trying t o cat ch up on some reading, whe n he r son came  in and sat  down on t he  



couch. S he  could t e ll he  was dist re ssed. "A mot he r knows t hese  t hings," she  said. "I n 
the  past  I  would have  cont inued doing what  I  was doing without  t alking to him. But  
experience  and a divorce  has t aught  me  that  e f f iciency isn’t  always wise  or nice  to 
loved ones. S o I  t urned of f  t he  TV, got  of f  of  t he  bicycle , se t  the  magazines aside , 
and spent  t he  next  hour liste ning de eply as  my son described the  dif f icult  t ime he  
was having just  coping with lif e . I  was really glad I  make t he   the  choice  t o be  f ully 
prese nt .” 
 
A f ew more  membe rs of  the  group t old a nux "First , I  personal and business st ories . 
Then they conf irm and demonst rate  the ir commit me nt  to be ing pre se nt  f or one  
another and f or inte rnal customers. "When you are  present  you show considerat ion 
f or t he  other person," one  of  t he  te am me mbers added. They also commit t ed to 
be ing f ully present  whe n discussing an issue , whe ther with. each ot her or a cust omer; 
they would truly liste n and  not  allow t hemse lve s t o be  dist ract ed. They encouraged 
one  anot her t o ask, "I s t his  a good t ime ? Are  you pre se nt ?" To support  one  anot her 
they e st ablished a code  phrase . "You se em distracte d," was chosen as a special code  
to signal a possible  pre sent  mome nt  issue . Everyone agreed give  it  a t ry. And 
everyone also agree d ne ve r again t o read or answer emails while  t alking on t he  phone 
with a colle ague or customer. 
 
The Choose  Your Att it ude  Te am 
Last  came  the  Choose  Your Att it ude  Team. Their ve rbal report  was brief  and to t he  
point . "He re  are  t he  bene f it s our t eam ide nt if ied as a re sult  of  choosing your 
at t it ude . 
"First , by accept ing t hat  you choose  your at t itude , you demonst rat e  a leve l of  
personal account abilit y and proact ivit y which will f ill t he  t hird f loor wit h e nergy, all 
by it se lf . 
"S e cond, choosing your at t it ude  and act ing like  a vict im are  mut ually exclusive . 
"Third, we hope the  at t itude  you choose  is  t o bring your best  se lf  t o work and t o love  
the  work you do. We  may not  be  able  to do exact ly what  we love  at  the  present  t ime, 
but  any of  us can choose  t o love  what  we do. We  can bring our be st  qualit ie s t o our 
work-it  is our choice . I f  we  can accomplish this one  thing, our work are a will become 
an oasis  of  ene rgy, f lexibilit y, and creat ivit y in a t ough indust ry." 
 
I mplement ing Choose  Your At t it ude  
Margare t , the  highly animate d t eam spokesperson, sugge st ed t hat  t he  
implementat ion plan f or Choose  Your At t it ude  was a highly personal one . "Many of  us 
have  lost  s ight  of  our ability t o choose . We must  be  compassionate  with each other 
but  work t oget her t o nurt ure  our abilit y t o e xercise  f re e  will. I f  you don't  know you 
have  choices  or don't  be lie ve  you have  choice s, you don't . There  are  people  in our 



group who have  had some very dif f icult  lif e  expe rie nces. I t  will take  some of  us  quite  
a while  t o be  able  t o inte rnaliz e  t his  idea t hat  we can choose  our at t it ude ." 
Anot her t eam member cont inued, "We  have  ident if ied t wo ways to imple me nt  Choose  
Your At t it ude  and have  already taken some  st eps. - 
"First , we’ve  purchased f or everyone copies  of  a lit t le  book t it le d Pe rsonal 
Accountabilit y: The Pat h t o a Rewarding Work Lif e . Our group will organize  
discussion groups af t er you have  had a chance  to re ad it . I f  that  goe s we ll, we  will 
f ollow wit h discussions of  Raving Fans, The S even Habit s of  Higbly Ef f ect ive  Peopk, 
Gung Hat , and The  Road Le ss  Trave led. All of  t hese  books can help us unde rstand t he  
conce pt  of  choosing an at t it ude . 
"S e cond, we’ve  pre pared an at t it ude  menu f or e ve ryone  to use  back at  t he  of f ice . 
You’ve  see n a version of  this bef ore . We st ill don’t  know who put  t he  f irst  one  on our 
of f ice  door, so we can’t  give  cre dit . Now you have  your pe rsonal menu f or each day." 
Mary J ane  looked down at  her at t it ude  me nu. I t  had two sides . On one  s ide  was a 
f rowning f ace  surrounded by words like  angry, disinte re st ed, and bit te r. On t he  
ot her side  was a smiling f ace  wit h words like  energet ic, caring, vit al, support ive , and 
creat ive . At  t he  t op it  said: THE CHOI CE I S  YOURS . I t  was a nice  e xt ension of  the  
me nu ove r t he  main door t o t he  third f loor. Mary J ane  jumped up and se t  of f  to 
congrat ulat e  each and every member of  he r st af f  wit h Lonnie  a f e w st eps behind her, 
providing his  own brand of  encouragement . I t  was af t er lunch bef ore  she  f inishe d 
talking wit h e ve ryone . S he  now knew t he y were  well on the ir way to cle aning up t he  
toxic ene rgy dump. 
Lonnie  walked Mary J ane back t o First  Guarant ee . I t  wasn’t  surprising t hat  t hey 
at tracte d a f ew stare s: a businesswoman and a f ishmonger in f ull regalia. What  was 
surpris ing was how many kne w Lonnie . 
S o, your boss  doe sn’t  know about  the  job of f er, doe s he ," said Lonnie . Two wee ks 
earlie r, Mary J ane  
had re ce ived an une xpe ct ed call f rom First  Guarant ee’s  main compe t itor, making an 
at te mpt  t o lure  he r away. 
"I  don’t  t hink so. I  be lieve  t he  recruite r t alked to my old boss . The woman who 
re cent ly le f t  First  Guarant ee  f or a wonde rf ul posit ion in Port land. I  haven’t  said 
anyt hing at  work." 
"I  couldn’t  unde rstand your turning down such a lucrat ive  of f er, but  now I  see  why. 
You are  commit t ed t o t his  process, and you couldn’t  le t  these  pe ople  down, 
could you?"   
"That  was part  of  it , Lonnie . But  af t er working so hard to make  First  Guarant ee  more  
f an and a bet t er place  to work~ why would I  leave ? The  good t imes are  just  start ing." 
 
S unday,  February 7 : The Cof f ee  S hop,  one  ye ar late r.  
Mary J ane  opene d her book, S imple  Abundance , and t urne d t o Fe bruary 7 . 



This  st uf f  is  t imeless, she  t hought . A year ago I  was sit t ing here , wonde ring bow I  
would ever cle an up t he  toxic ene rgy dump. I n f act , it  was he re  that  I  realized I  was 
part  of  the  problem and ne eded to lead myse6rbef ore  I  could le ad t he  group. 
Those  commit t ee  reports  at  t he  hot e l we re  a great  st art . 
The staf f  bad always bee n capable  of  much more-it  just  took 
some  f ish guys t o bring t hose  capabilit ie s t o light . The t hird f loor is  a dif f ere nt  
place  now, and our ne w proble m is all t he  people  f rom around t he  company who want  
to work t here . I  guess t he  ene rg was the re  all the  t ime . 
And t he  Chairzvoman ~ Award was such a nice  surprise . I  t hink t he  chairwoman was 
caught  of f  guard when I  asked f or so many copies  of  t he  award. One f or me, one  f or 
Bill, one  f or each employee  in t he  department , and one  f or Lonnie  and e ach of  t he  
ot her f ish guys. I  enjoy see ing it  hanging above  t he ir cash re giste r at  the  world 
f amous Pike  Place  Fish marke t  and displayed prominent ly in Lonnie  living room. 
S he  opened her journal t o one  of  her f avorit e  se le ct ions she  had transcribed, a piece  
writ t en by J ohn Gardner on the  meaning in lif e . 
 
Meaning 
Meaning is  not  somet hing you st umble  across , like  t he  answer to a riddle  or t he  priz e  
in a treasure  hunt . Meaning is  somet hing you build int o your lif e . You build it  out  of  
your own past , out  of  your af f e ct ions and loyalt ies , out  of  t he  experience  of  
humankind as  it  is  passed on t o you, out  of  your own t ale nt  and 
underst anding, out  of  t he  things you belie ve  in, out  of  t he  t hings and people  you love , 
out  of  t he  value s f or which you are  willing t o sacrif ice  somet hing. The ingredie nt s are  
there . You are  t he  only one  who can put  t hem t oge the r int o t hat  pat te rn that  will be  
your lif e . Le t  it  be  a lif e  that  has dignit y and meaning f or you. I f  it  does, then t he  
part icular balance  of  succe ss  or f ailure  is of  le ss  account . 
J ohn Gardne r 
 
Mary J ane  was wiping t ears  f rom he r e yes  as  she  closed t he  journal whe re  she  kept  
her t hought s and inspirat ional "keepers." 
"Lonnie , could I  have  a pie ce  of  that  scone , bef ore  you f inish the  whole  dam thing?" 
Lonnie  had bee n s it t ing quiet ly across  f rom her, reading. He pushed t he  plate  over to 
her. Whe n she  reache d down f or t he  scone , she  f ound inst ead a small diamond 
engagement  ring sit t ing in t he  large  open mout h of  a f ish head. S he  looked up at  
Lonnie , who had a large  quest ion mark on his nervous f ace . Choking wit h laughte r, she  
sput te red, "Oh, Lonnie ! Ye s! Yes I  will! But  don’t  you ever st op playing?" 
 
I t  had bee n a cold, dark~ dreary day in S e at t le  on the  outside . But  somet hing f ar 
dif f erent  had be en chosen f or t he  inside . 
 
THE CHAI RWOMAN’S  AWARD CEREMONY 



The chairwoman came t o t he  podium and looked out  at  t he  audience . S he  glanced 
down at  her note s and t he n looke d up again saying, "I  can’t  remembe r a prouder 
mome nt  in my lif e  than tonight . S omet hing ve ry special has happe ned at  First  
Guarante e . I n a back room ope rat ion on t he  t hird f loor, Mary J ane Ramire z  and her 
te am me mbers rediscove re d that  sat isf ying, rewarding work can be  a choice  we  make  
when we  come  through the  door in t he  morning. I t  is  as  simpl6  as  asking, ’I s t his 
going t o be  a good day?’ And answe ring, ’Ye s! I  choose  t o make t his a great  day!’ 
"Long-te rm employe es have  t he  ent husiasm of  ne w hires  and what  was t hought  t o be  
rout ine  work has be en transf orme d int o value-added act ivit y. I  underst and t he  
ingredients  f or t his  t ransf ormat ion were  discovered at  a local f ish market . The te am 
on the  third f loor observe d t hat  if  you could make  a f ish market  a gre at  place  to 
work, you could choose  to make  any de part me nt  of  First  Guarant ee  a great  place  t o 
work. 
"The ingredie nt s of  t his  transf ormat ion are  inscribe d on a plaque  which has be en 
hung in the  f ront  ent rance  of  our headquarte rs  building. I t  reads as f ollows: 
 
OUR WORKPLACE 
As you ent er this place  of  work please  choose  t o make t oday a great  day. Your 
colleague s, cust omers, t eam membe rs, and you yourse lf  will be  t hankf ul. Find ways to 
play. We  can be  se rious about  our work without  be ing se rious about  ourse lves . S t ay 
f ocused in orde r t o be  present  whe n your custome rs and t eam members most  nee d 
you. And should you f ee l your e nergy lapsing, try t his  suref ire  remedy: Find someone 
who needs a he lping hand, a word of  support , or a good ear - and make  t he ir day. 
 


