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“And what do you think Brad
today?” .

“Doing big-guy stuff, visiting the cold fish locker,

and working with you.”

“We call that make thesr day. We look for as many
Ways as we can to create great memories. And we cre-
ate great memories whenever We mnake someone’s day.
The playful way we do our work allows us to find cre-
ative ways to engage our customers, ‘That’s the key
word: engage. We ty not to stand apart from our cys.
tomers but to find Ways to respectfully include them in
our fun, Respectfully. When we are successful, it makes
their day.”

Mary Jane opened her journal again and wrote:
MAKE THEIR DAY. Her mind filled with thoughts: They
engage people and welcome them; 1 Join in the fun. Cus-
tomers like being a Dart of the show, and memories are cre-
ated here which wij] bring smiles and make good stories for
a long time afterward, Involving others snd working to
“make their day” directs attention toward the customer
Great Psychology. Focusing your attention 01 Ways to make

. another person’s day provides z constans Slow of positive
Seelings.
“Hello, anyone home;”

will remember about
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Lonnie, Brad, and Stacy were all staring at her.
“Sorry, 1 mouﬁ to thinking about how powerful an EmH.M-
di \ M% mrmﬁ is. I hope we can find a way to apply make

ien : :

7 day at First Guarantee. v |
%m:\,@mﬁ market is opening. Let’s SH.S ﬁvm.w FMM for

thing to eat; we can finish our discussion there.
some ;

You kids hungry?”
“Yeah!”

BE PRESENT

W

They found a table at the café MQ.Omm ﬂWMoMMmM Mwws MHH
offee, hot chocolate, and swee - The
MMMMMM rapidly filling with people, and H.LODEM MMwMMM
her attention to the way the fish guys Eﬁ.ﬁ.m cred wieh
those people. He asked her to watch ﬂr.mg :Hnuﬁ nend
told her she would discover the final ingre om. ohe
watched carefully. Her eyes went from one m mbma 0
another, marveling at their playful .Emsbm Jnd the
lighthearted way they went about their MOH .mos then
turned her attention to those who were mMSH. o ot

ities. They looked vigilant, eyes roaming to

rtunity for action. ‘ o
oEuMw émmﬁw\ogm:% a bad experience from the night be
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cover for me, but I don’t want to overdo it. There is,
however, one piece of advice I would like to offer be-
fore I leave.”

“Pm all ears.”

 “Well, I don’t mean to tell you how to do your job
but I think it will be important for you to find 2 way for
your staff to discover the Fish Philosophy for themselves. I'm
not sure just telling them about the Fish Philosophy
will do the trick. Brad had a good idea when he said you
should bring them here.”

“You and Brad make quite a team. In my rush to
~ solve the problem, I could easily forget that the mem-
bers of my staff need to have learning experiences of
their own, and time to internalize the experience.
- Thanks so much—for everything. You made our day.”
Brad couldn’t stop talking on the way home; it was
 all she could do to be present for him. One somewhat
crazy idea found its way into her head. She grinned and

 tucked it away for Monday.

She told me and then I
discovered it for myself.
Unknown
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Sunday Afternoon scanning the erowd and interacting with customers.

They talk to me as if I was a long lost friend.

During her private time og Sunday afternoon, Mary Jane
opened her journal and briefly expanded on her notes.

nday Morning | , |
Mam”rm m”ﬁﬂ.wm the elevator, she bomomm w.E right UM-
. hind her. That will save me the trip 8. \:M office, she
%oamrﬁ The car was crowded so they didn’t ooHZmMmM“
but when the door opened on her mo.oH.u she EMH.S. i
Bill and handed her boss her bag, A.izow had a Hmcb.w.

odor emanating from it. “A gift, Bill. It’s called M M\HHE
| ing sushi.” As the door closed she heard a loud, “Mary
1

| umzoV few seconds after she was at her .mmmw the @rm.bm
rang. “Strange gift, Mary Jane,” said Bill with Qmwm EM
of a smile in his voice. She told him what she rw WHMS
on Saturday. “Stay with it, Mary u.ms@. I don’t Mg‘m
“what a fish market has to do with First @smambﬂoﬂ M
if you can make me smile ,S“H.,w the day I have ahead,
- MMWNQWMMM MMMMBMM&%MM?OSP she was aware that
her relationship with Bill was somehow different. I

CHOOSE YOUR ATTY TUDE—I think we have 4
good start on this one. The rmeni. idea the staff came up
with was terrific; the Jorst real sign of progress.

Without choose your attitude, 2/l the rest is 4 wagte

of time. I need to continye exploring and expanding

our awareness of this ingredient.

PLAY—The fish market is an aduls Playground.
I the fish guys can haye that much fun sellin g \w&
there is hope for us at Firsy Guarantee.

MAKE THEIR DAY—(, ustomers are
encouraged to play also. The atmosphere is one of
inclusion. Not at o] like the boss I had in L.A. who

talked to me like | was a tape recorder and never

shared any of the interesting work,

BE PRESENT—Tpe Sish guys are Sully present.
They are not &é&%@@%ﬁ or on the phone. They are
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don’t think many on bis staff stand up 10 him, she thought
.wn§§%w as it seems, [ bel;, y

mem?@%ﬁ%&m&&m \
. Q:\.s:
have chosen nop to be mtimidated,

.

“I have a dental appointment.” “I have plans for
lunch that day.” The voices of those around her rose
with objections. She was surprised when she heard a
strong voice, her own, say, “I expect you all to be there
and to rearrange your plans to make that possible. This
is important.”

On Wednesday, the first group met in the lobby
~and headed for the market. “All I want you to do is
observe the scene you are about to see.” She chuckled,
“Be sure to keep your yogurt handy.” Her use of the
Yogi Berra quote, “You can observe a lot by watch-
ing,” received one polite laugh. Well, it 4 start, she
thought.

The fish market was busy when they arrived, and

they quickly dispersed. That made it hard for her to

watch reactions, but she did notice a few of her staff
 obviously enjoying themselves. She saw John and Steve

in close conversation with one of the fish guys and

- moved closer to observe. “When you are present with

people you look right at them . . . just like being with

your best friend.. . . everything is going on around you

but you're still taking care of just them,” said the red-

“headed fish guy to John.

Good for Jobn and Steve, she thought. Great initiative.

&

The Field Trip

the other group on
Il be provided, so just

HwE..mmmv\. Brown bag lunches wi
bring yourselves.
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On Thursday the second group made the trip,
most likely briefed by the first group

. There were a]-

until something special happ
time employee, was asked i
the counter and catch a fish. Although she had seemed
quite shy at work, she accepted. Two fish

through her grasp, much to the delight of the
and the specia] am

ened. Stephanie, 5 long-
f she wanted to go behind

slipped

crowd
usement of her coworkers. On the
third try, she made a dazzling bare-handed catch

which was followed by thunderous applause, catcalls

Stephanie seemed tq o

the fish flew overhead, the
did a lo

pen the door for others. As

gang from First Guarantee
t more than raise thejr yogurt cups in the ajr.

Friday Afternoon Meetings

On Friday afternoon, she i
rately. “Wouldn’t it be ne

Place Fish market?”

she asked. There were few nods
and some smijleg as

the image of 5 flying fish passed
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through their minds. Stephanie had the biggest smile
_ ality setin.
o &WMNH Mwosw\mu protest followed the initial smiles.
“We don’t sell fish!” Mark said. “We don’t .rm?w any-
thing to throw,” added Beth. “It’s a guy thing,” con-
tributed Ann. “Our work is boring,” said another. OBM
wisecracker said, “Let’s throw the purchase orders.
“You’re right; this isn’t a fish BB.Wmn. what we mo
is different. What I’m asking is: Are you interested in
having a place to work which has as much mbowmw\. as
the world famous Pike Place Fish market? A place
where you smile more often. A place where you have
positive feelings about what you do m.um the way Moz
do it. A place you look forward to mﬁbm at each day.
You've already demonstrated that in many ways we
can choose our attitude. Are you interested in taking
i er?” ,
' ?wwwwrmam spoke up. “I like the mwoim here; me%mw.w
good people. But I hate coming to work. I can ﬂw y
breathe in this place. It’s like a morgue. So H. might as
well admit it: I've been looking for mboﬂr.ﬁ job. If we
could find a way to create some life here, it would .@o_m
more satisfying place to work, and I %osE definitely
consider staying.”




Stephanie,”

Steve added, “T want to ma
Randy raised his hand.
“Yes, Randy»”

You talked about your personal situation the
other mm& Mary Jane. I never heard a boss do that be-
fore and it got me thinking. I'm raising my son alone

and I need this job and the benefits that go with it I

" 1
don’t “Eﬁw to make waves, but I'm sorry to admit |

ke this place more fun.”

y life.”
Thanks, Randy.” She turned and looked directly

mw him with gratitude, adding, “I see 3 fow heads nod-
ding, and I know you've said somethi i
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your contribution. Let’s build a better workplace, a
place we love to be in.

“On Monday we’ll start the process of putting the
Fish Philosophy to work on the third floor. Between
now and then, I want you to think about your personal
experience at the fish market and write down any
questions or ideas you have. When we get together
next time, we can discuss how to proceed. Just let what
you saw at the market stimulate your thinking.”

The wisecracker popped up again, “Well, if we
can’t throw the purchase orders paper, can’t we at least
throw the confetti from the shredder?” Laughter filled
the room. That feels good, she thought.

Mary Jane then passed copies of an outline she had
developed at the market and walked everyone through
her personal observations. She encouraged her staff to
remember and record their own thoughts over the
weekend.

After the second meeting ended, Mary Jane re-
treated to her office and sat exhausted at her desk. I
gave them something to think about over the weekend. But
will they? Little did she know that half a dozen of her
employees would find a reason to visit the market again
that weekend, many of them with family and friends.




MARY JANE’S OUTLINE

Choose Your Attitude—The fish guys are aware that they
choose their attitude each day. One of the fish guys
said, “When you are doing what you are doing, who
are you being? Are you being impatient and bored, or
are you being world famous? You are going to act dif-
ferently if you are being world famous.” Who do we
want to be while we do our work?

Play—The fish guys have fun while they work, and
fun is energizing. How could we have more fun and
create more energy?

Make Their Day—The fish guys include the customers
in their good time. They engage their customers in
ways which create energy and goodwill. Who are
our customers and how can we engage them in a way
that will make their day? How could we make each
other’s days?

Be Present—The fish guys are fully present at work.
What can they teach us about being present for each
other and our customers?

Please bring your thoughts
with you on Monday.
mIK
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That Weekend at the Fish Market

“Teacher give you an assignment?” |

Stephanie looked up and simultaneously saw a fish
fly through the air and Lonnie’s smiling face. “Hi. 1
guess you might say my boss gave me some home-
work.” .

“That wouldn’t be Mary Jane, would it?”

“How did you know?” Her response was drowned
out by a monger shouting, “Three tuna flying away to
Paris,” with a fake French accent. Lonnie seemed to
hear her anyway. No wonder they’re so good at being pres-
ent, she thought. They have to be if they want to hear any-
thing above all this commotion.

“I saw you here during the week with Mary Jane’s
group. You are also the first yogurt dude I remember
catching a fish as long as I've been here.”

“Really?”

“So how can I help you? You seem puzzled.

She looked down at her notes. “I think I under-
stand be present, the way you are right now with me.
And when I was catching the fish—well . . . I will
never forget the way you made my day. Play is some-
thing that comes easy for me—I love to enjoy myself

»
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\

and fool around. But choose your attitude is still a bit of
a mystery. | mean, doesn’t your attitude have a lot to
do with the way you are treated and what happens to
you?” o

“T know just the person you need to ask about atti-
tude: Wolf. Wolf was on his way to a career as a profes-
sional race car driver when he had a serious accident.
Well, I’ll let Wolf tell the story. We need to go back
into the locker. Will you be warm enough?”

“Can we come, too?”

Stephanie looked to her left and saw Steve,
Randy, and one very cute child. After introductions,
they all went back to talk to Wolf, who told them
how, while he was recovering from his accident, he
learned to choose his attitude every day. His words
made a deep impression on the three and they vowed

to share them with their fellow workers at the Mon-

day meeting.

Afterward, Steve had to take off, but Stephanie,
Randy, and Randy’s son went across the street to a café.
The adults sipped coffee, while Randy’s son ate a giant

chocolate chip muffin.
“You know,” said Stephanie, “we might as well
clean up our toxic energy dump because there is no
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guarantee the next job will be any different. And think
about it. How many bosses are there like Mary Jane? I
really respect her. Think about what she’s been
through. I hear she even stood up to that jerk Bill
Walsh. None of the other department managers ever
stood up to that bully. I mean that counts for some-
thing, doesn’t it, Randy?”

“Stephanie, you’re reading my mind. Hm these fish
guys could do what 93\ have done, the sky is the limit
for us with a boss like Mary Jane. It isn’t going to be
easy. Some of our coworkers are as frightened as I used
to be. They’re skeptical because they’re scared. Perhaps
if we provide a positive example it will help. All T know
is that things won’t get better until we choose to make
them better—and I want things to get better.”

As Stephanie walked to her car she noticed Betty
and her husband. She waved and then became aware of
three other people from her office in the crowd. Great!
she thought.

The Plan Unfolds

There was a buzz in the room as the first group assem-
bled for the Monday morning meeting. Mary Jane
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opened the meeting by saying, “We’re here to clean up -

what has been called a toxic energy dump. Today we’ll
see if we have any additional lessons from the market
and then decide on our next steps. Did anyone think of
anything during the weekend that we should consider
before moving on?”

Stephanie and Randy jumped to their feet and took
turns recalling their conversation with Wolf. Stephanie
began.

“Wolf was really cool, although he was a little
scary at first. I mean his voice is like a growl. Anyway,
he told us his story of having a career as a profes-
sional race car driver torn away from him by a freak
accident. He said he wallowed in pity for a while and
then, when his girlfriend left him and friends stopped
calling, he realized he had a basic choice to make. He
could choose to live and to live fully, or he could let
life slip away in a series of missed opportunities. He
has been making the choice to live fully every day
since. It was quite a story.”

“My son was fascinated with Wolf,” continued
Randy. “Wolf really got me thinking about our situa-
tion here on three, and how much power we have
over the kind of place we create. We could make
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three into a great place to work if we learn the lesson
of Wolf. We must choose our attitude every day and
choose it well.”

Steve also offered some observations.

“Thanks, Steve. Thank you, Randy. Thanks,
Stephanie. It sounds like you were busy this weekend.
And thanks for not asking for overtime!” After the
laughter died down, Mary Jane asked, “Who else has
something to offer which will help us understand these
points?” Forty-five minutes later, Mary Jane decided to
bring the discussion to a close. “Any ideas on where we
go from here?”

“Why don’t we form a team for each of the four in-
gredients?” said one of the newer employees.

There were a number of nods.

“All right,” said Mary Jane. “Let me make sure
the other half agrees with this approach. Why don’t
you sign up for the group you prefer; if the other
group goes along, I will put everything in memo form
and get it to you tomorrow. Is there anything else to
discuss?”

At the end of the meeting she passed around a
sign-up sheet and asked each of them to sign up for one
of the four teams. The second group fully supported:
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the idea of teams and seemed relieved to have a con- - time each week for team business. Arrangements
crete plan of action. must be made to cover the work of those at team
meetings during business hours.
. The Teams Go to Work ; * Each team has a budget of $200 to be spent at its

discretion.
The Play Team had a few too many volunteers, so

Mary Jane did a little gentle negotiating. “I have a gen- * "Ieams will facilitate their own meetings.

uine Pike Place Fish market T-shirt for the first three ‘ e T will be available to troubleshoot if the team
volunteers who will move from Play to Choose Your : reaches an impasse, but I would rather the team
Attitude or Be Present.” Once the teams were bal- work out its issues as a team.

anced, she put together a memo with the general

ot . Good luck! Let’s create a place
guidelines and expectations.

where we all want to work!
mIL

- Team GUIDELINES

o Teams will have six weeks to meet, study their Team Reports

topic, collect additional information, and put to-
gether a presentation that will be made to the
group as a whole at an off-site meeting.

Six weeks had passed since the teams started meeting.
The presentations would be made today. Mary Jane
had asked Bill if people from other departments could
* Fach presentation must have some action items handle essential functions for a morning, so the whole

that we can consider for implementation. group could meet; Bill surprised her by offering to
help personally as well as organize the coverage. “I

e Teams will be responsible for setting their own .
_ don’t know what you’re doing,” he said, “but I already

meeting times and may use two hours of work
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