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About the book

In "The Fred Factor," Mark Sanborn reveals the extraordinary potential of
ordinary people through the inspiring story of amail carrier named Fred,
whose commitment to service transforms the mundane into the remarkable.
By emphasizing the impact of small actions, genuine care, and a positive
attitude, Sanborn invites readers to embrace their own "Fred Factor" and
discover how they can elevate their everyday experiences and relationships.
This engaging exploration not only motivates individuals to take pridein
their work and influence the lives around them but also challenges them to
see the value in being remarkable, no matter what their role or profession
might be. Whether you're looking to enhance your leadership skills or
simply seeking afresh perspective on customer service or personal
fulfillment, this book promises insights that can shift your thinking and

inspire you to make a positive difference.
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About the author

Mark Sanborn is a prominent author, speaker, and leadership consultant
renowned for hisinsightful perspectives on enhancing persona and
professional effectiveness. With over three decades of experiencein the field
of leadership development, Sanborn has inspired audiences worldwide
through his engaging presentations and transformative ideas. He is best
known for his bestselling book, "The Fred Factor," which emphasizes the
power of exceptional service and the impact of individual initiativein
creating extraordinary experiences. Mark’s work not only focuses on the
fundamental s of business success but also highlights the importance of
building meaningful relationships and fostering a culture of positivity in any

organizational setting.
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chapter 1 Summary: THE FIRST FRED

In the opening chapter of "The Fred Factor" by Mark Sanborn, the author
shares a transformative encounter with his postal carrier, Fred, shortly after
moving into his new home in Washington Park, Denver. Thisinitial meeting
sets the stage for a profound exploration of exceptional service, personal

engagement, and the impact of going above and beyond in one' s work.

Mark describes Fred as an ordinary-looking man, yet he immediately stands
out due to his exceptional warmth and genuine desire to connect. During
their first conversation, Fred offers to hold Mark's mail while he travels
extensively for work, suggesting strategies to keep it safe from potential
burglars. Unlike the typical interactions people have with service providers,
Fred demonstrates alevel of concern and thoughtfulness that leaves alasting

impression.

Fred's commitment to hisjob showcases a higher standard of customer
service. Whether it was recovering a misdelivered package or ensuring that
Mark’s mail was secure, Fred exemplifies an extraordinary work ethic that
both inspires and motivates Mark. This experience |eads the author to
incorporate Fred's story into his professional speeches, illustrating the power
of personalized service. The audience reacts positively, resonating with the

essence of Fred's character, regardless of the industry in which they work.
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Through anecdotes, Mark recounts how Fred's dedication catalyzes change
beyond their interactions. He shares stories of employees and managers
moved to strive for excellence, driven by Fred’' s example. Several companies
even established a"Fred Award" in recognition of employees emulating the

outstanding service that Fred embodies.

The chapter culminates in a heartfelt exchange during the Christmas season.
Fred, having received asmall gift, reciprocates with a meticulously stamped
|etter—a testament to his integrity and commitment to doing things the right
way. Over a decade, Mark appreciates the consistent and personalized
service Fred provides, noting the stark difference on days when Fred is not

on duty.

Mark concludes this chapter by declaring that Fred represents a metaphor for
high achievement and excellence in modern times. The lessons learned
through Fred's actions are simple yet impactful: anyone can embody the
gualities of a"Fred," leading not only to extraordinary work results but also
to afulfilling life. Ultimately, the essence of this chapter emphasizes the
importance of personal initiative, quality service, and the potential for

everyoneto live significantly and intentionally.
In summary, this chapter encapsulates key principles:

1. Personal Connection: Establishing genuine relationships with

customers can elevate service quality.
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2. Exceeding Expectations Going beyond basic responsibilities fosters
trust and strengthens bonds.

3. Integrity in Service: Upholding ethical standards in one' swork
creates a positive ripple effect in the community.

4. Inspiration through Example Exemplary behavior in one individual
can inspire excellence in others, creating a culture of commitment and
motivation.

5. Living with Purpose Embracing the principles of exceptional service

leads to a more fulfilling and impactful life experience.

These insights create a compelling narrative about how ordinary interactions
can be transformed into extraordinary experiences through intention and

care.
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chapter 2 Summary: THE FRED PRINCIPLES

Chapter 2 of "The Fred Factor" introduces core principles that exemplify
how individuals can make meaningful contributions in both their personal
and professional lives. The insights shared are rooted in the experiences of
Fred the Postman, illustrating that regardless of one’ srole, the potential for

exceptionalism exists.

The first principle emphasizes that every person can make a difference,
irrespective of their job title or the larger organizational context. Individuals
have the power to influence their work environment through their choices
and attitudes. The essence of thisideais captured by the notion that work's
significance comes from how we engage with it. One can elevate their
position through the quality of their efforts rather than thetitle they hold.
The distinction between mediocrity and excellence liesin the individual’s
commitment to outstanding performance. Each person must consider the

impact of their contributions and strive to be exceptional.

The second principle highlights the importance of relationships in achieving
success. The connection between service providers and their customersis
fundamental; when a meaningful relationship is established, service quality
naturally improves. The experiences shared with Fred illustrate that personal
connections transcend mere transactional interactions, resulting in superior

service delivery. Leaders and employees alike must prioritize
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rel ationship-building to enhance the overall quality of their work and nurture

an environment where collaboration thrives.

The third principle revolves around the idea of creating value for others,
noting that this can often be achieved without financial expenditure. Many
individuals lament their lack of resources, but Fred demonstrated that
imagination and creativity can replace monetary investments in generating
significant value. This principle underlines the necessity for individuals to
focus on becoming "employable" by cultivating skills that allow them to
provide exceptional service and solutions, regardless of changing job
markets or economic conditions. It’ s not about spending more; it's about

thinking differently.

Finally, the fourth principle asserts that one can continually reinvent
themselves throughout their careers. The ability to adapt and find innovative
way's to approach work not only prevents stagnation but also keeps the work
engaging and meaningful. Even during periods of disinterest or fatigue, like
those experienced by anyone in the workforce, remembering examples like
Fred's creativity can inspire afresh perspective and renewed enthusiasm.
Each day presents a new opportunity for transformation, filled with potential

for personal and professional growth.

In summary, the Fred Factor rests on four key principles: the recognition that

everyone can make a difference, the necessity of creating and nurturing
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relationships, the importance of inventive value creation, and the continuous
opportunity for personal reinvention. These principles serve as a reminder
that no role isinsignificant when approached with dedication and creativity,

empowering individuals to embrace their unique contributions in any field.

Principle Description

1. Everyone Can Individuals influence their work environment through choices and
Make a Difference attitudes, emphasizing quality of effort over job title.

2. Importance of Building meaningful connections with customers improves service
Relationships quality and fosters collaboration.

3. Creating Value Value can be generated through creativity and imagination, rather
for Others than financial expenditure, enhancing employability.

4. Continuous Adapting and innovating throughout one’s career prevents
Reinvention stagnation and enriches work experiences.
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Critical Thinking

Key Point: Every person can make a difference, irrespective of their
job title or the larger organizational context.

Critical Interpretation: lmagine waking up each day with the
unwavering belief that your contributions truly matter, regardless of
whether you' re a CEO or acleaner. Asyou step into your role, you
can choose to infuse every task with passion and commitment,
transforming the mundane into the extraordinary. Just like Fred the
Postman, who elevated his everyday work by connecting genuinely
with those he served, you too can impact your environment
profoundly through the way you engage with your responsibilities.
Remember, excellence isn’t defined by your title; it’s defined by your
attitude and the effort you put forth. Each day offers you a canvasto
paint your legacy, proving that your small acts of excellence can ripple
outward, inspiring others and enhancing the entire work atmosphere.
Embrace this power, and you will find that even the simplest of roles

can lead to great influence.
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chapter 3: FRED SIGHTINGS

In everyone's life, there are moments that define one' s purpose, moments
where greatness can be realized. Understanding this principle helpsto
identify individuals—referred to as Freds—who embody extraordinary
service and dedication in everyday situations. These Freds take risks, add a
touch of humor, and go beyond what is expected, transforming mundane

interactions into meaningful experiences that uplift others.

A poignant example of a Fred isfound in an encounter at a Marriott hotel,
where a housekeeping supervisor offered to wash a guest's coffee-stained
jeans after hours. This gesture of kindness was the act of aFred, who
provided extraordinary service out of compassion and understanding. The
rich experiences with Freds are not isolated; they can be found in every
corner, often exhibiting unique traits that enhance the lives of those around

them.
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chapter 4 Summary: EVERYONE MAKESA
DIFFERENCE

Every individual has the power to make a difference, as demonstrated
through a simple act of kindness that can transform someone's day. The
essence of thisrealization can be found in the poignant observation that even
the smallest gestures impact those around us, creating ripples that can
influence not only immediate interactions but also contribute to larger

changes over time.

1. Daily Impact: Each day holds countless opportunities to change the
world, often through seemingly insignificant actions. Whether it's providing
emotional support to afamily member or showing patience to afellow
driver, these small acts foster connections and remind us of our shared
humanity. The question we should reflect on isn't if we've made adifference

today, but rather what kind of difference we have made.

2. Conscious Decision: It's crucial to recognize that while everyone
inherently makes an impact, the nature of that influence can vary. By paying
attention to our actions and how we interact with others, we can ensure they
are positive rather than negative. Engaging respectfully and compassionately
can lead to meaningful exchanges, while negligence or criticism can create
harmful outcomes. Understanding this dynamic enables us to consciously

shape the kind of difference we impart in the world.
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3. Intentional Kindness While acts of kindness are commendable,
engaging in extraordinary kindness on aregular basis can further amplify
our positive influence. This approach encourages us to proactively seek
opportunities to uplift others, rather than just relying on chance encounters.
Striving to cultivate a"Fred-like" spirit in our relationships involves

consistently looking for ways to bring joy and inspiration to those around us.

4. Lasting Influence: The narrative of Dick Jordan, a devoted educator
whose commitment to his students extended beyond the classroom, serves
as apowerful reminder of the legacy that a dedicated individual can leave.
His simpleinvitation for a future meeting cultivated a deep sense of
connection and gratitude among his students—demonstrating that genuine

care can resonate long into the future.

5. Innovative |deas. Similarly, Bonnie McClurg'sinitiative to place
books alongside snacks in a vending machine reveals how innovative

thinking can make a significant difference in others lives. By merging the

mundane with the meaningful, she created accessible opportunities for

learning and cultivated alove for reading among her students.
6. Strategiesfor M aking a Difference To effectively influence those

around us, three strategies can be employed:

- ldentify Opportunities Recognize every situation where you can
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contribute positively, acting not out of obligation but from genuine desire.
- Target Audience Focus on the individuals who matter most—family,
friends, coworkers—by offering extraordinary care and service,
transforming routine interactions into memorabl e experiences.
- Bethe Difference Make a conscious effort to enhance the value of
your everyday actions by preparing mentally for how you can improve the
lives of others. True change requires intentionality and personal

commitment.

In conclusion, consider how you will make a difference today. Embrace the
ideathat even the simplest gestures can have profound effects on people’'s
lives, leading to a more compassionate, connected world. By acknowledging
our potential to inspire and uplift others, we can cultivate a lifestyle of

meaningful difference-making that extends far beyond ourselves.
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chapter 5 Summary: SUCCESSISBUILT ON
RELATIONSHIPS

In the realm of success, building relationships emerges as a fundamental
principle. Drawing on personal experiences, the notion that value is added
to individuals when they are genuinely valued becomes a central theme. A
memorable encounter with avice president of sales highlights this concept; a
simple act of gift-giving—a subscription card to a car
magazine—demonstrates how small gestures can significantly strengthen
bonds between people. This act not only enriched their conversation but also
reinforced their relationship. The importance of investing quality time into
relationships is underscored, emphasizing that successful connections are

rarely random, but rather aresult of intentional effort.

Every day, individuals engage in a multitude of interactions, many of which
are fleeting. However, those who embody the principles of effective
relationship building, termed “Freds,” treat these interactions as
opportunities to cultivate meaningful connections that pave the way for
loyalty, partnerships, and teamwork. The hallmark of successful relationship
buildersistheir appreciation for the foundations created from the quality of

time spent with others.

Anillustrative example is provided through Dan, a physician’ s assistant who

skillfully navigates the challenges of working with children in amedical
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setting. By engaging playfully with ayoung boy during an examination, Dan
aleviates the child's fears, showcasing that building
relationships—particularly in a healthcare context—is vital for fostering
trust and comfort. This anecdote exemplifies how creativity and empathy in

interactions can lead to positive outcomes.

The text offers seven key principles, referred to as " The Seven Bs of
Relationship Building," which can enhance both personal and professional

interactions.

1. Be Real: Authenticity is crucial in building relationships. Trust is
fostered by being true to oneself rather than adopting a fagade, allowing for

genuine connections to flourish.

2. Be Interested: Instead of focusing solely on being interesting, showing
authentic curiosity in others demonstrates care and facilitates deeper

Interactions.
3. Bea Better Listener: Activelistening reveals valuable insights,
enabling one to tailor interactions and services more effectively, thereby

enhancing mutual satisfaction.

4. Be Empathic. Understanding others' feelingsis key to establishing

connections. Empathy fulfills the human need for understanding and
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validation.

5. Be Honest: Integrity is essential in business and personal dealings.
K eeping promises and managing expectations builds a strong foundation of
trust.

6. Be Helpful: Small acts of kindness, whether significant or minor, can
have profound effects on relationships. Simple gestures often leave lasting

impressions.

7. Be Prompt: Timeis a precious commodity; being timely and efficient

honors the time of others, fostering good will and appreciation.

As interactions are dissected into transactional versus relational categories,
the essence of the text emerges:. relationships matter. While outcomes are
important, how one treats others during the journey towards those outcomes
isequally vital. Those who prioritize relational aspectsin their dealings
improve their overall effectiveness, ultimately crafting a more fulfilling
environment for both themselves and those around them. The underlying
message is clear: it takes little additional effort to foster relationships, yet the
rewards are immense, creating a cycle of mutual value enriching both

personal and professional realms.
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Details

Building relationships is foundational to success; value is added when
individuals feel genuinely valued.

A memorable gesture (gift-giving) strengthens bonds between
individuals, highlighting the impact of small acts.

Individuals who embody effective relationship building treat interactions
as opportunities for meaningful connections.

Dan, a physician’s assistant, uses playfulness to engage with children,
alleviating fears and building trust.

1. Be Real: Authenticity is crucial.2. Be Interested: Show curiosity in
others.3. Be a Better Listener: Active listening enhances interactions.4.
Be Empathic: Understand feelings for better connections.5. Be Honest:
Integrity builds trust.6. Be Helpful: Small acts of kindness have a big
impact.7. Be Prompt: Value others' time.

Emphasizing relationships enhances effectiveness and creates a
fulfilling environment.

Investing a little extra effort in fostering relationships yields immense
rewards in both personal and professional realms.
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Critical Thinking

Key Point: Investing in Relationships

Critical Interpretation: Imagine each interaction you have as a unigue
opportunity to forge connections that are deeper than mere exchanges.
When you approach people with authenticity and genuine interest,
you'’ re not just building a network; you' re cultivating a community of
support and trust. Think of the small gestures you can make—Ilike
taking a moment to ask a colleague about their weekend or sending a
thoughtful note to afriend. These actions may seem insignificant, but
they hold the power to transform casual acquaintancesinto lifelong
partners or friends. By intentionally investing quality time into each
relationship, you enhance the bonds that enrich your life and the lives
of those around you, reinforcing a cycle of loyalty, warmth, and

collaboration.
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chapter 6: CONTINUALLY CREATE VALUE FOR
OTHERS

In this chapter, Sanborn introduces the compelling concept of value creation
through the story of Fred the Postman, illustrating how individuals can
transform ordinary interactions and services into extraordinary experiences
that yield significant rewards. The author emphasi zes that, just as alchemists
once sought to turn base metals into gold, people can turn mundane ideas

and daily actions into invaluable contributions.

The essence of successis not merely compliance with tasks but the
willingness to exceed expectations. By doing so, individuals can become
'Freds—those who create and add value in their work and interactions. For
Instance, exceptional service is exemplified through a hospital'sinitiative
where staff personally escorted visitors, alleviating anxiety and enhancing
the hospital experience. This approach clearly demonstrates that value isn't

just about what one does but how one doesiit.
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chapter 7 Summary: REINVENT YOURSELF
REGULARLY

In the journey of persona and professional growth, the concept of
reinvention emerges as a powerful catalyst for transformation. The narrative
begins with an unfortunate depiction of an employee, once integral to his
workplace but now feeling stagnant and unremarkable. This servesas a
poignant reminder that mere existence without enthusiasm can lead to
disengagement, emphasizing the crucia idea that maintaining the status quo

IS Not synonymous with success.

1. The opportunity for reinvention is ever-present. Each day brings the
chance to redefine oneself, unbounded by past setbacks. Embracing this
possibility involves committing to daily actions—both significant and
subtle—that underscore a resolve to evolve into a better version of oneself.
In afast-paced world, bulk personal growth is essential to maintain a

competitive edge.

2. To be more valuable, one must focus on personal growth. The metaphor of
a sponge soaking up ideas signifies the importance of continuous learning
and self-exploration. Often, individuals function in autopilot mode, lacking
awareness of their potential beyond mere activity. Embracing personal
development enhances one's capacity to offer more to the world, similar to

how modeling clay can be shaped into intricate scul ptures with the right
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amount of raw material—knowledge and experience. Thus, persona growth

isnot just beneficial but foundational for improving value and influence.

3. Deep motivation stems from compelling reasons rather than mere
obligation. Theintrinsic desire to excel, inspired by personal passionsor a
purpose that resonates deeply, serves as a driving force behind improvement.
This connection to one’ s work, much like Fred, a devoted postal carrier who
embodiesjoy in hisservice, illustrates that it's the passion infused into

actions that transforms ordinary daily tasks into extraordinary contributions.

4. Life experiences, both good and bad, create rich opportunities for
self-reflection and growth. Deliberate contemplation of personal lessons
learned, aspirations unfulfilled, and influential figuresin one's life can lead
to significant insights. By journaling these reflections, individuals can
uncover actionable knowledge that may otherwise remain dormant, thus

capitalizing on the wisdom of their life journey.

5. The Implementation Quotient (1Q) represents the critical difference
between having ideas and acting on them. Acknowledging this gap
encourages one to move from thought to action, ensuring that good ideas
don’t remain mere concepts. To enhance one' s implementation capability,
documenting ideas prompts commitment and action, preventing good

intentions from fading away due to forgetfulness.
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6. Improvement can often be accomplished by observing and adapting the
successes of others. Rather than merely replicating what others do well,
discerning individuals should modify and innovate upon these practices
while integrating their own unigue touch. This process not only fosters
creativity but enables one to push the envelope further in pursuit of

excellence.

7. The"one-a-day" plan illustrates that extraordinary living does not
necessitate monumental shifts. Simple daily acts of kindness, excellence, or
creativity can significantly accumulate over time, culminating in a
remarkable transformation of one's life. Just one thoughtful gesture or
extraordinary effort each day can redefine experiences and influence others

positively.

8. Competing against oneself rather than others fosters a more constructive
and gratifying approach to self-improvement. Setting persona benchmarks
against one's history, rather than fluctuating societal standards, encourages
consistent growth. This practice emphasi zes the personal nature of progress,
serving as areminder that the goal of reinvention isinternal enhancement

rather than external validation.
9. Theripple effect of one' s actions highlights the unseen impact of

individual efforts on a broader community. Often, the influence one has on

others is unacknowledged but nonetheless significant. A single positive
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interaction can inspire others in ways that extend beyond one's immediate
environment, encouraging a culture of service similar to that embodied by

individuals like Bob Briner, whose life's work focused on aiding others.

10. Finally, fostering an environment rich with passionate, committed
individuals—the “ Freds’—requires deliberate effort. Companies thriving on
the extraordinary potential of their employees recognize that the right people
bring life to any organization. The challenge liesin attracting these unique
individuals who embody the values of enthusiasm and commitment to

excellence.

Through these ten principles, the notion of reinvention emerges not merely
as an abstract concept, but as a practical and actionable strategy for personal
fulfillment and professional success. Each principle serves as a stepping
stone toward cultivating a more vibrant and impactful existence, resonating
not only within oneself but extending outward to touch the lives of others. In
this continuous cycle of growth and service, the true essence of being a

"Fred" comesto life.
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Critical Thinking

Key Point: Embrace daily actions for reinvention.

Critical Interpretation: Imagine waking up each day with a renewed
sense of purpose, ready to actively seek out opportunities to reinvent
yourself. The powerful lesson from this chapter reminds you that you
have the ability to redefine your life through small, intentional
choices. Whether it's learning a new skill, connecting with a colleague,
or ssimply engaging with a challenge positively, every action counts.
By embracing the idea of daily reinvention, you inspire not just
personal growth but also radiate enthusiasm that can uplift those
around you. Y our commitment to evolution transforms the mundane
into the extraordinary, fostering aripple effect that can ignite passion
and motivation in others. Let each day be a stepping stone to
becoming the best version of yourself, echoing the true spirit of a

'Fred' in every interaction.
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chapter 8 Summary: FIND

In the pursuit of cultivating an exceptional workplace, the influential
insights of Dale Dauten, as articulated in "The Gifted Boss," reveal key
motivations that ignite the aspirations of employees. People are drawn to
organizations and leaders that not only present opportunities for change but
also offer chances for personal and professional growth. The essence of such
workplaces lies in their recognition, appreciation, and support for
individuals—referred to as "Freds'—who embody extraordinary service and
commitment. This symbiotic relationship fosters an environment where
employees feel valued and empowered, leading to enhanced performance
and satisfaction.

However, the presence of Fredsis essential for creating athriving
organizational culture. If your current teams are devoid of standout
performers who deliver exceptional customer experiences, your organization
won't be automatically viewed as an attractive employer. It is especially
vital that employees leave work each day inspired enough to share their
positive experiences with family and friends. Without these enthusiastic
advocates, it becomes challenging to attract high-caliber applicants who

possess the Fred-like qualities desired.

A transformative approach to identifying and nurturing Freds within your

organization involves exploring the potential hidden in your existing team.
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Historical trends, such as the rampant downsizing witnessed in the corporate
sphere, often led managers to sever ties with employees rather than unlock
their latent talents. Many workers are capable of performing in extraordinary
ways, yet their potential often goes untapped due to management's inability
to recognize and cultivate these capabilities. By allowing time for employees
to showcase their talents, leaders can reveal awealth of Freds who are ready

to contribute meaningfully.

Paying close attention can reveal passive Freds among your workforce. Look
for individuals who infuse their work with creativity and flair, distinguishing
themsel ves through exceptional project completions, engaging client
interactions, or innovative suggestions. These signs are indicative of a

dormant Fred waiting for the right opportunity to shine.

When it becomes necessary to recruit Freds from sources outside your
organization, the interview process becomes critical. It’s essential to craft
guestions that tease out candidates underlying motivations and values.
Questions that serve this purpose may include inquiries about their heroes
and the reasons behind their admiration, their thoughts on exceeding
expectations, or their insights on customer delight. Furthermore, gaining a
deeper understanding of potential hires can come from reflecting on their
past experiences, the impact they’ ve had in previous roles, and how

memorable or extraordinary they have been in their work.
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Building a successful Fred team hinges on effective leadership. The ideal
scenario consists of agroup of Freds guided by aleader who shares their
values and dedication. This alignment is fundamental for unlocking the true
potential of the Fred Factor and ensuring that members thrive collectively.
To find and retain a cohort of Freds, it requires a concerted effort of
discovering, attracting, and hiring these individuals—each step rooted in
specific yet complementary strategies that culminate in a cohesive and

talented team.

Ultimately, fostering a culture that cherishes and harnesses the capabilities
of Freds not only enhances employee satisfaction but also drives exceptional
service, creating aripple effect that expands an organization’s reputation and

SUCCESS.
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chapter 9: REWARD

In Chapter 9 of "The Fred Factor,” Mark Sanborn emphasizes the
transformative power of recognition and the significance of rewarding
positive behavior within organizations. The chapter opens with a
fundamental insight from Dr. Michael LeBoeuf, highlighting that we do not
receive behaviors we wish for through demand but through the rewards we
offer. This principle serves as the foundation for understanding how
effective recognition can foster an environment of motivation and

engagement.

Sanborn shares a poignant story about a busboy encountered at an Atlanta
airport, who, initially appearing defeated and disengaged, experiences a
remarkable shift in attitude after a simple acknowledgment of his
importance. When a passerby recognized the critical role the busboy played
in maintaining the environment of the food court, the impact was immediate.

The busboy's posture improved, and he began to interact more positively
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chapter 10 Summary: EDUCATE

In Chapter 10 of "The Fred Factor" by Mark Sanborn, the author emphasizes
the crucial role of education and training in shaping extraordinary
employees, advocating for a shift from ordinary teaching methods to
inspiring extraordinary performance. This chapter can be summarized

through several key principles.

1. Recognize the Importance of Teaching Extraordinary Skills;
Organizations must transition their training approachesto cultivate
extraordinary skills among employees. Merely equipping them with basic
knowledge leads to mediocrity. Instead, instilling the Fred Factor philosophy
encourages employees to engage in their work with fun and enthusiasm,

fostering a stimulating environment for both themselves and their customers,

2. Find Examples Everywhere: Developing a keen awareness of
extraordinary behaviors can significantly influence how one teaches and
|leads. The more you immerse yourself in recognizing these behaviors, be
they good or bad, the more teaching points you will have. Sanborn
encourages the practice of documenting examples of exceptional service or
performance. He suggests engaging the team in this discovery process,
making it afun exercise by sharing "Fred examples' during meetings and

possibly rewarding contributors.
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3. Dissect and Debrief: For positive changes to be effective and long-lasting,
it isessential to analyze what worked and why. Sanborn outlines a
debriefing process that consists of four key steps: identifying the core idea
behind successful examples, adapting these ideas to specific situations,
exploring ways to enhance them for greater impact, and finding
opportunities for their application. This reflective practice helps deegpen

understanding and fosters improvement.

4. Teach the Concept of Miracle Working: Sanborn points out that
extraordinary actions often surface in crises, yet they should not be reserved
for challenging times. He advocates for consistent "miracle working" asa
routine part of daily operations. Those who embody the Fred Factor,
characterized by caring and commitment, can routinely perform these

miracles, enriching both their work and the lives of those they serve.

5. Pull, Don’t Push: The essence of the Fred Factor revolves around
inspiration rather than authority. Instead of trying to command othersto
adopt these extraordinary practices, leaders should invite participation
through enthusiasm and commitment. By embodying the principles of the
Fred Factor in their own actions, leaders can naturally influence othersto
embrace the same spirit of excellence, as highlighted in John Maxwell’s
assertion that we reproduce what we are rather than just teach what we

know.
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By focusing on these core principles, leaders can cultivate an environment
where extraordinary performance becomes the norm, ultimately
transforming their organizations and inspiring their teams. The chapter
stresses that enriching the learning experience not only develops skilled
employees but also enhances the |eaders themsel ves, promoting a cycle of

continuous improvement and extraordinary service.
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chapter 11 Summary: DEMONSTRATE

In Chapter 11 of "The Fred Factor," Mark Sanborn emphasizes the
importance of demonstrating service and excellence through personal
example. He begins the chapter with areflection on a friend who embodies
the traits of a"Fred"'—someone who inspires others through their actions.
Thisfriend, a successful businessman, consistently demonstrates humility
and awillingness to serve, embodying a spirit of generosity. His sincere
offers of assistance create an environment that inspires those around him to

strive for similar acts of service.

To cultivate thisinspirational atmosphere in any organization, Sanborn
provides four essential principles. First, he advises to inspire without
intimidating. Making one's achievements relatable is crucial; excellence
should feel achievable to others. The notion is that when individuals see
someone ordinary performing extraordinary deeds, they feel empowered to

emulate those actions.

Second, involvement is key. Sanborn encourages the idea of creating "Team
Fred," where collective participation in acts of kindness strengthens
community bonds and enhances the Fred Factor. By actively engaging others

in purposeful service, the spirit of giving naturally expands.

The third principle stresses the importance of initiation. Waiting for the
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perfect moment often leads to missed opportunities. Sanborn insists on
taking bold action and being the catalyst for change and positive behavior.

By doing so, one inspires othersto join in and create a culture of service.

Lastly, improvisation plays a crucia role. Life's circumstances should not
limit one's potential to be an example of service and excellence. Instead,
individuals should strive to reinvent their situations, embracing creativity

and adaptability to emerge positively, regardless of challenges faced.

As the chapter progresses, Sanborn moves to discuss the broader impact of
recognizing others who exhibit these qualities. He outlines three actionable
steps to contribute to a culture of excellence—recognizing the Fredsin one’'s
life, acknowledging their contributions through gratitude and recognition,
and actively paying it forward by performing extraordinary acts inspired by

those who have impacted you.

Sanborn concludes the chapter by reinforcing that the application of the Fred
Factor does not solve monumental global issues but instead leaves awarm,
positive effect on the individuals within one's immediate world. He
champions the ability every individual possesses to transform the mundane
into the extraordinary, ultimately creating a ripple effect of kindness and

sarvice.

Through this chapter, the essence of the Fred Factor thrives. demonstrating
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through action and inspiring othersis aremarkably powerful path to
fostering goodwill and community spirit. It's about taking simple steps that
uplift not just oneself, but also others, thereby contributing to a brighter

environment for all.
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chapter 12: FRED TODAY

In acompelling narrative highlighting the extraordinary character of a postal
carrier named Fred, the author recounts interviews with customers who
share their heartfelt admiration for him. Fred’s genuine care and connection
with the community are illustrated through a story of a single mother, who,
while feeling discouraged by her mother’s criticism, found solacein Fred’'s
encouraging words. His support not only uplifted her spirits but also
reinforced the bond of friendship that he cultivated over time with the people

on hisroute.

Fred's backstory reveals a passion for music, where he started drumming at a
young age and continues to contribute to local school music programs. By
refurbishing drums and providing them to schools in need, he demonstrates
his commitment to enriching the lives of young musicians. Fred’s
engagement with the community extends far beyond hisrole as a postal

carrier; he sees hiswork as a meaningful service that provides personal
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chapter 13 Summary: THE FRED SPIRIT

In contemplating the essence of the Fred Factor, one findsits rootsin the
exemplary spirit of an extraordinary postal carrier named Fred. His story
serves as a poignant reminder of afundamental truth: across time and
cultures, true significance stems from our actions toward others, not merely
our accomplishments or possessions. History celebrates those who dedicated
their livesto serving and aiding others, highlighting a universal principle
that transcends individual recognition. We remember and are influenced by
those who contribute generoudly to the world around them, embodying a

spirit of goodwill that has prevailed since the dawn of humanity.

Central to this philosophy is the idea of embodying the heart of a Fred. This
principle emerged in adeeply reflective moment when the author’ s young
son, Hunter, posed an insightful question about the most crucial aspect of
life. Hunter's simple yet profound answer was love, underscoring the
importance of a meaningful, sincere generosity of spirit in our interactions
with others. Such love is not about sentimental gestures but rather manifests

in purposeful actions that prioritize the well-being of others.

Generosity of spirit is defined as the commitment to treat everyone with
dignity and kindness, regardless of personal feelings or circumstances.
While it may be easy to extend kindness to those we find agreeable, the real

challenge—and growth—Iies in demonstrating compassion towards those
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who are difficult or unkind. This principleisvividly illustrated by figures
like Mother Teresa, who served the marginalized, and Marva Collins, who
dedicated her efforts to ensuring the success of her students despite
challenges. Their unwavering dedication exemplifies how caring actions

foster alove that enhances the perceived worthiness of others.

Throughout the exploration of the Fred Factor, understanding the ‘why’
behind these actionsis crucial. Fred, the postal carrier, embodies this spirit
of caring profoundly, transforming his mundane tasks into acts of
extraordinary compassion. Through his example, we learn that it’s not just
the actions themselves but the love and heart behind them that elevate our

ordinary livesinto something remarkable.

In summary, the essence of the Fred Factor can be captured in three key

principles:

1. Generosity of Spirit: The commitment to treat others with dignity and
Kindness, irrespective of personal feelings, which fosters an environment of

compassion.

2. The Power of L ove Recognizing that genuine love, in its meaningful
and active form, is the most significant element of our relationships and

Interactions.

More Free Book %‘\ i gor)
Scan to Dow/


https://ohjcz-alternate.app.link/mUs2mMTyRRb

3. Extraordinary Acts Redlizing that extraordinary lives arelived
through daily acts of heart-driven service and care for others, creating a

meaningful impact in our communities.

Ultimately, the Fred Factor reveals that living with love and compassion is

the pathway to an extraordinary life.
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Critical Thinking

Key Point: Generosity of Spirit

Critical Interpretation: Imagine waking up each day with the intention
to treat everyone you encounter with kindness and dignity, regardiess
of the challenges they may present. This practice of Generosity of
Spirit will not only transform how you interact with others, but it will
also reshape your own perspective on life. Picture yourself in a
bustling office or a busy street, choosing to extend warmth and
understanding even to those who may seem difficult or indifferent. As
you embrace this mindset, you cultivate an environment of
compassion, where your actions ripple outward, inspiring kindnessin
others. You realize that, in each small act of generosity, you have the
power to uplift those around you, creating a community built on
respect and love. This simple yet profound shift in approach can lead
to deeper connections, greater personal fulfillment, and ultimately, a

more extraordinary life infused with purpose and joy.
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Best Quotesfrom The Fred Factor by Mark Sanborn
with Page Numbers

chapter 1| Quotesfrom pages 9-13

1. Make each day your masterpiece.

2. Here was my postman, Fred, a gold-plated example of what personalized service
looks like.

3. Excellence and quality should be the goals of every person in any business or
profession.

4. | started using my experiences with Fred asillustrations in speeches and seminars.
5. His actions made a huge impression on me.

6. Fred knew it would beillegal to put an unpostmarked letter in the box.

7. Anyone can be aFred!

8. You'll find yourself living an extraordinary life as well.

9. | hope | can continue to provide exceptional service.

10. Fred—and the way he did his job—provides a perfect metaphor for high individual

achievement and excellence in the twenty-first century.

chapter 2| Quotes from pages 14-20

1. Whatever you are, be agood one—ABRAHAM LINCOLN
2. At the end of the day, the only question that mattersis, What kind of difference did
you make?

3. There are no insignificant or ordinary jobs when they’ re performed by significant and
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extraordinary people.

4. Thereis more credit and satisfaction in being a first-rate truck driver than
atenth-rate executive.

5. Performance determines position in life. That’s because position is based
on results rather than intentions.

6. The quality of the relationship determines the quality of the product or
service,

7.Y ou must continually create value for others, and it doesn’'t have to cost a
penny.

8. Thetrick isto replace money with imagination, to substitute creativity for
capital.

9. Most of usfall short of what we are capable of doing or being.

10. Every morning you wake up with a clean date. Y ou can make your

business, as well asyour life, anything you choose it to be.

chapter 3| Quotes from pages 21-32

1. There comes a special moment in everyone' s life, amoment for which that person
was born.

2. Ever since | met Fred the Postman, I’ ve come to realize that Freds—as well as
potential Freds—are everywhere.

3. The way to move through life joyfully and successfully is by focusing on what you
give rather than on what you get.

4. Y ou don't do the right thing just because you haveto do it. You do it because it isthe

right thing to do.
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5. If you want aworld with more Freds, be a Fred.

6. Convert your job into one you love, not by doing a different job, but by
doing the one you have differently!

7. It is harder to be miserable, negative, and insincere than it is to be happy,
positive, and genuine.

8. Having the most fun doing your best work is at the top of thelist.

9. If your motive for doing something is to receive thanks or praise, you'll
often be disappointed.

10. Freds remind us that we can choose the right role models.
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chapter 4 | Quotes from pages 33-39

1. "All men matter. Y ou matter. | matter. It’s the hardest thing in theology to believe.”
—G. K. CHESTERTON

2. "Y ou change the world of your spouse or kids... A little extratime and attention or a
tender moment of affection changes their world that day."

3. "It isnearly impossible to remain neutral as you journey through each day."

4. "To make a difference means affecting another person, group, or situation."

5. "You shouldn’t be asking, 'Did | make a difference today? Of course you did!"

6. "Why not 'Practice Acts of the Extraordinary Regularly'?"

7. "The things you do, both small and large, cumulatively create alifestyle that
becomes apparent to anybody paying the dlightest attention."

8. "Even the |least Fred-like person can occasionally—even ‘accidentally'—do
something outstanding."

9. "The most important question to ask yourself is, What kind of difference did |
make?"'

10. "True difference making can’'t be delegated. It’s up to us to take action."

chapter 5| Quotes from pages 40-46

1. You add value to people when you value them.

2. SUCCESS ISBUILT ONE RELATIONSHIP AT A TIME.

3. Freds don't use people as a means to an end; they use relationships to build a
foundation for success.

4. Remember that the quality of arelationship is related directly to the amount of time
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invested in it.

5. The prerequisite for relationship building is trust.

6. It may be true that interesting people attract attention, but | believe that
interested people attract appreciation.

7. People are flattered when you express an interest in getting to know them
better.

8. If you're interested in others and make the effort to truly know them by
listening to them, you’ Il better understand how they fedl.

9. Say what you'll do, and do what you say.

10. It takes just about the same amount of time to be anice guy asit doesto

be ajerk.

chapter 6 | Quotes from pages 47-55

1. Freds create extra value by doing more than is necessary and exceeding our
expectations—most of the time for no extra pay.

2. The best Freds are true artists at taking ordinary products or job responsibilities and
services and making them extraordinary.

3. Truth telling should be a basic rather than a value-added opportunity.

4. What | had felt firsthand was the power of personality, what happens when we
extend ourselves to others genuinely and enthusiastically.

5. Freds are good at minimizing or eliminating the waiting their customers and
colleagues experience.

6. One person’s bad stuff isn’t necessarily bad for another person. It’s important to

know that the stuff you’ re subtracting is better gone.
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7. 1f you adopt that simple strategy, others will notice. In 1869 H. J. Heinz coined a
phrase that describes the goal of every Fred: 'To do the common thing uncommonly
well.'

8. Creating value requires spending money, but Freds know that all it takes

is alittle imagination.

9. People love to be entertained. We pay closer attention, learn faster, and are

more engaged when we' re entertained.

10. The worth of those minutesis determined by how you use them.
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chapter 7| Quotes from pages 56-65

1. "While not all change is good, staying the same can’t be all good either."

2. "You've never been aFred, you say? You're talking ancient history! That was
yesterday. Today you can begin the process of becoming who you want to be."

3. "The best way to grow your value isto grow yourself."

4. "Think of personal growth asthe modeling clay of your reinvention. The more clay
you have, the larger and more detailed a scul pture you can create.”

5. "Having a goal to become more Fred-like in your work won’'t motivate you; having a
compelling reason—a passion or purpose—to become more Fred-like is what will stir
your motivation."

6. "What are the most important lessons you’ ve learned? What did you once deeply
desire to accomplish that you never attempted?”

7. "One extraordinary act aday isn’t overwhelming; it is very doable.”

8. "The goal is ongoing improvement. Reinvention is positive change.”

9. "You just never know who's watching and listening. Our lives... play out on a stage."
10. "Passionate people in an organization are different. They do ordinary things

extraordinarily well."

chapter 8| Quotes from pages 66-69

1. People want to work in organizations and for bosses who offer them a change and a
chance.
2. The change is the opportunity to work for an organization that recognizes, rewards,

encourages, and values Freds.
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3. If your employees and colleagues don’t go home at the end of the day and rave to
family and friends about what a great company they work for, don’t count on word o
mouth to bring you alandslide of Fred-like applicants.

4. Make your area a Fred oasis.

5. Discovering talent is often nothing more than uncovering it.

6. When you trust your people with time—the most valuable asset—to

reveal their talents, you'll see just how many Freds there are in your

organi zation.

7. Everyone has the potential to make the ordinary extraordinary.

8. What' s the most extraordinary thing he or she has ever done?

9. | want ateam of Fredsled by a Fred.

10. Over time you can build awinning team of Freds.

chapter 9| Quotes from pages 70-73

1. No man can become rich without himself enriching others.

2. We don’t get the behavior we hope for, beg for, or demand. We get the behavior we
reward.

3. When you don’t see much meaning in what you do, you won’t bring much value to
what you do.

4. By simply pointing out how the busboy’ s behavior affected other people, | had added
dignity to hiswork.

5. It'sjust asimportant to reward a Fred for good intentions as for stellar outcomes.

6. Nobody hits a home run every time. (In fact, home-run hitters tend to strike out more

than other batters.)
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7. When people feel that their contributions are unappreciated, they will stop trying.
8. Rewarding othersis not that hard to do.

9. Create an award. Consider atrophy or a plaque or even a small amount of

cash.

10. Sincere praise for trying—written as well as spoken frequently in public

and in private—is one of the best rewards.
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chapter 10 | Quotesfrom pages 74-77

1. The brighter you are, the more you have to learn.

2. If people are taught only ordinary subjects and skills, they’ll only know how to be
ordinary.

3. Every organization in the world today should be teaching employees how to be
extraordinary.

4. Part of the Fred Factor philosophy is having fun.

5. You could call this chapter 'Providing a Freducation.'

6. An unexpected benefit of teaching these thingsisthat it will make you a better
manager or leader, not to mention a better person.

7. Your interests focus your awareness.

8. Nothing inspires people more than an example directly experienced or indirectly
learned from areal-life incident.

9. Don't wait for acrisis! Perform miracles on aregular basis.

10. Y ou teach what you know, but you reproduce who you are.

chapter 11 | Quotes from pages 78-83

1. You can preach a better sermon with your life than with your lips.

2. lsn't that the essential question the Freds of the world ask, either aloud or silently, of
the people they know and serve?

3. Your example should be down-to-earth and doable.

4. Don’'t wait for the right moment. It will never come.,

5. You can set the pace for extraordinary performance in your organization, but only if
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you initiate.

6. Take what life gives you. Y ou might become a positive example not
because of your situation, but in spite of it!

7. Those who do best teach best.

8. The best payback, as the popular book and movie by the same name say,
isto 'pay it forward.'

9. lsn't it great knowing you have the ability to show others how to make the
ordinary extraordinary?

10. Fred the Postman has already started a chain reaction, beginning in my

life and in the lives of his customers.

chapter 12 | Quotes from pages 84-88

1. | haveto feel good about myself each day, and the satisfaction of taking care of
people helps me do that.

2. When you do good, you feel good.

3. I'm my own worst critic. I’ ve been told that | am a perfectionist. But | have a
tremendous need to accomplish as much as | can each day.

4. | don’t think of them as postal customers, but as friends who appreciate me for
helping make their lives alittle easier.

5. The impact you have on othersis the reward.

6. It doesn’t take much time to make somebody smile.

7. For meit isas simple asliving the golden rule—treating othersas |’ d like to be
treated.

8. Look to every day as a new day, and make each day better than the last.
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9. 1f | feel like | wasted the day, | don’t sleep quite aswell at night.

10. | choose to give people afew less things to worry about.
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chapter 13 | Quotes from pages 89-91

1. At the Day of Judgment we shall not be asked what we have read but what we have
done.

2. We are most impressed and affected not by what people gain but by what they give;
not by what they conquer but by what they contribute.

3. The most important thing is love of others.

4. Generosity of spirit revealsitself through action.

5. It isthe commitment to treat a person with dignity and kindness regardless of how
you feel about him or her.

6. The more you care about others—do those things that treat them with dignity, that
serve and enrich their lives—the easier it isto like them.

7. People become more lovable when they are loved.

8. If you don’t understand the why, you' Il soon tire of the journey.

9. What makes any act extraordinary is doing it with heart.

10. What makes any life extraordinary isliving it with love.



The Fred Factor Discussion Questions

chapter 1| THE FIRST FRED | Q& A

What key characteristics define Fred, the postal carrier, asdescribed in the
chapter?

Fred is characterized by several key traits. sincerity, warmth, conscientiousness, and a
strong sense of responsibility. His warm and welcoming introduction when he first
meets the author, as well as his proactive suggestions for mail delivery, showcase his
dedication not just to hisjob but to the well-being of the author. His willingnessto
handle misdelivered packages and his attention to detail reflect an exemplary

commitment to service.

How doesthe author feel about hisencounter with Fred and what impact does it
have on him?

The author isinitially startled but genuinely impressed by Fred's personal approach.
Fred's actions and dedication leave a significant impact on the author, who finds it
refreshing compared to typical customer service experiences. This encounter inspires
the author to adopt Fred as arole model in his speeches and seminars, emphasizing the

importance of personalized service and commitment in any profession.

What specific actions does Fred take that illustrate exceptional customer service?

Fred takes multiple actions that illustrate exceptional customer service. He introduces
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himself personally, offersto hold mail while the author is away, and suggests practic
solutions to ensure the author's home remains safe from burglars. Additionally, when
package is misdelivered, Fred goes out of hisway to retrieve it and ensuresit is

delivered correctly, even taking measures to conceal it under the doormat for security

In what ways does the author share Fred'sinfluence with others?

The author shares Fred's influence by incorporating stories about him into
his speeches and seminars. He communicates Fred's inspiring example to
audiences across various industries. These audiences resonate with Fred's
story, recognizing the value of exceptional service. The author relays how
Fred's actions have motivated people, including a discouraged employee and

amanager, to strive for excellence in their own work.

What broader message doesthe author convey through Fred's example?
The author conveys the broader message that anyone can adopt the qualities
of a'Fred' in their own work and life. Through Fred's exemplary service, the
author highlights that extraordinary effort and commitment to excellence can
lead to both successin one's profession and a more fulfilling life. The
chapter ultimately serves as an encouragement for individuals to aspire to
make a positive difference in their fields through dedication and personal

connection.

chapter 2| THE FRED PRINCIPLES | Q& A
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What is the essence of the Fred Factor as described in Chapter 27?

The essence of the Fred Factor revolves around the idea that individuals
possess the power to make a significant difference in their workplace and
lives through their attitudes and actions. The chapter introduces four core
principles that define this concept: 1) Everyone makes a difference,
emphasizing personal responsibility for performance; 2) Successis built on
relationships, highlighting the importance of personal connectionsin
service; 3) You must continually create value for others, which encourages
using creativity over financial resources; and 4) Y ou can reinvent yourself
regularly, promoting the idea of continual self-improvement and
adaptability.

What does the author mean by 'Everyone makes a difference’'?

The principle 'Everyone makes a difference’ asserts that every individual,
regardless of their role or the organization's size, has the capacity to impact
the experience of customers and colleagues. This means that even in less
supportive environments, an individual’ s choice to excel can lead to positive
outcomes. The author highlights that working exceptionally, no matter the
perceived significance of the job, creates aripple effect of positivity and
achievement. He includes insights from notable figures like Abraham
Lincoln and Martin Luther King Jr. to illustrate that the quality of one's work
iswhat ultimately matters, not the job title.
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How does the author illustrate the importance of building relationships

in success?

The author illustrates the importance of building relationships by sharing a
personal anecdote about his experience with Fred the Postman, who
provided superior service due to the personal relationship they devel oped.
The chapter emphasizes that service becomes exceptional when thereisa
connection between the provider and the client. The author argues that
successful leaders and employees recognize the human element in their
interactions, which alows for a higher quality of service and deeper
customer satisfaction, contrasting the impersonal service provided by

indifferent workers.

What role does creativity play in creating value for customers accor ding
to the chapter?

Creativity is portrayed as a critical skill for creating value, asillustrated by
Fred the Postman, who used his imagination to enhance his service without
incurring additional costs. The author advocates for 'outthinking'
competition rather than 'outspending' it, implying that using innovative ideas
can lead to significant improvements in one's work without the necessity of
financial investment. This principle encourages individuals to leverage their
creativity to find unique solutions and enhance their contributions to their

workplace.
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What concept does the author introduce regarding reinventing oneself

and how isit relevant to persona and professional growth?

The concept of reinventing oneself emphasizes that every day presents an
opportunity for personal and professional renewal. The author argues that
regardless of past experiences or current circumstances, individuals can
approach each day with afresh perspective and the possibility to enhance
their work. By drawing inspiration from Fred the Postman's creativity and
dedication, the author encourages readers to maintain a proactive attitude
towards their roles and continuously seek ways to improve, adapt, and

embrace change for afulfilling career.

chapter 3| FRED SIGHTINGS | Q& A

What are'Freds and how arethey characterized in chapter 3?

Freds are individuals who embody exceptional qualitiesin their work and interactions
with others. They are characterized by their dedication to service, positivity, and
willingness to go above and beyond the ordinary to make a difference in people's lives.
The chapter highlights that Freds take pride in their work, create enjoyable experiences
for others, and view their efforts as a calling rather than just ajob. They contribute
significantly to the atmosphere and satisfaction of those around them, thus turning

mundane situations into extraordinary moments.

Describethe story of the housekeeper who helped the author with his
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coffee-stained jeans. What qualities make her a 'Fred'?

The author shares an experience where he accidentally spilled coffee on his
jeans while heading to the airport and expressed concern about finding a
solution. Upon calling housekeeping at the Airport Marriott, the supervisor
(who remains unnamed) showed empathy and concern for his situation. She
offered to take his jeans home to wash them and returned them freshly
cleaned the next morning. Her willingness to go out of her way to help a
guest, even after hours, and her genuine kindness exemplify the qualities of
a Fred—she provided exceptional service that was beyond the standard

expectations.

What exampleisgiven toillustratea'Funny Fred' and what impact did
this Fred have on the passenger s?

The chapter illustrates a'Funny Fred' through a humorous flight attendant on
amorning flight from Denver to San Francisco. Instead of standard
announcements, she made creative and witty comments that engaged and
entertained the typically sleepy passengers. Her announcements, such as
playful suggestions for getting ears to pop and witty remarks about the
flight's progress, transformed the atmosphere on the plane from mundane to
lively. As aresult, she brought smiles and laughter to the passengers,
making the flight a more enjoyable experience for everyone, thus

demonstrating the value of having fun and being original in aservicerole.
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How did the actions of Jack Foy at Homewood Suites illustrate
accountability and service?

Jack Foy, anight auditor at Homewood Suites, demonstrated accountability
and service by fulfilling a special request from a guest who wanted to ensure
her husband had a favorite Father's Day breakfast. Despite the hotel's lack of
arestaurant, Jack took it upon himself to drive to a nearby establishment,
purchase a complete breakfast, and deliver it along with a card signed 'From
Daddy's Little Girl." His actions not only fulfilled the guest's request but also
built a stronger customer relationship, leading to future business for the
hotel. This reflects the essence of being a Fred by taking ownership and

going the extramile for guests.

What doesthe author suggest about becoming a'Fred' and creating a
culture of service?

The author suggests that becoming a'Fred' begins with individual initiative
and mindset. He emphasizes that anyone can create a culture of service by
embodying the characteristics associated with Freds—positivity,

hel pfulness, and integrity. Rather than waiting for others to change,
individuals are encouraged to step up and transform their own conduct and
work environment by focusing on giving, creating enjoyable experiences for
others, and doing the right thing for the right reasons. This collective shift
towards excellence and eagerness can inspire others to adopt similar

behaviors, fostering an environment where exceptional serviceisthe norm.
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chapter 4| EVERYONE MAKESA DIFFERENCE | Q& A

What isthe main message of Chapter 4in 'The Fred Factor'?

The main message of Chapter 4 is that everyone has the power to make a difference in
the lives of others every day, whether they intend to or not. Small acts of kindness and
attention can have a cumulative, profound impact. The chapter encourages readers to
consciously strive to make positive differences in their interactions with family, friends,

coworkers, and even strangers.

How doesthe author illustrate the idea of making a difference through everyday
interactions?

The author illustrates this idea with various examples, such as how simple gestures—a
smileto a coworker, alowing another driver to mergein traffic, or sharing an
affectionate moment with a spouse—can change someone's day. He emphasi zes that
these actions, while not dramatic, contribute to a positive atmosphere and impact the

emotional well-being of others.

What arethethree strategies provided for making a difference, accordingto the
chapter?

The three strategies for making a difference are: 1) Identify when you can make a
difference—recognizing that every moment is an opportunity to positively influence

others; 2) Target the people to whom you'll make a difference—focusing on key

More Free Book



https://ohjcz-alternate.app.link/mUs2mMTyRRb

individualsin your life such as family, friends, coworkers, and customers; and 3) Be
difference—taking responsibility to actively engage in difference-making actions,

rather than waiting for othersto initiate.

What does the author mean by 'Practice Acts of the Extraordinary
Regularly'?

This phraseisacall to action that suggests individuals should regularly
engage in meaningful and impactful acts rather than relying only on
spontaneous acts of kindness. The author argues that while random acts of
kindness are good, consistently striving to be extraordinary in one's actions
ensures that positive differences become a part of one’s character and

lifestyle.

What insights does the chapter provide about the influence of an
individual on students, using the example of Dick Jordan?

The chapter highlights how an individual teacher, Dick Jordan, made a
lasting impact on his students by showing care and inspiring them to think
critically. His commitment led to a significant gathering of his students and
demonstrated how one person's dedication can ripple through time,
influencing not just the lives of students but also their families and even
future generations. This illustrates the far-reaching potential of personal

connection and attention in education.
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chapter 5| SUCCESS ISBUILT ON RELATIONSHIPS | Q& A

What key concept does Chapter 5 of 'The Fred Factor' emphasize regarding
success?

Chapter 5 emphasizes that success is built on relationships. It highlights the importance
of valuing people and investing time in building strong, positive relationships with
others as essential for achieving success. By valuing others and creating meaningful
connections, individuals can foster loyalty, teamwork, and collaboration, which are

crucial for personal and professional growth.

How doesthe author illustrate theimportance of relationship building with the
example of the vice president of sales?

The author shares an anecdote about a vice president of sales who connects with him
over their mutual love for cars. This executive not only initiates a conversation about a
common interest but also follows up with athoughtful gesture by giving the author a
subscription card for a car magazine. This small but meaningful act illustrates how
taking the time to invest in others and show genuine interest helps to strengthen

relationships and build afoundation for future interactions.

What arethe'Seven Bs' of relationship building mentioned in this chapter?
The 'Seven Bs' of relationship building are: 1) Bereal - Authenticity fosterstrust. 2) Be

interested - Showing genuine interest in others draws appreciation and strengthens
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connections. 3) Be a better listener - Listening attentively allows for deeper
understanding and value creation in relationships. 4) Be empathic - Understanding
others feelingsis key to building rapport. 5) Be honest - Integrity in keeping promise
builds trust. 6) Be helpful - Small acts of kindness can significantly enhance
relationships. 7) Be prompt - Valuing others' time with promptness demonstrates

respect and builds goodwill.

Can you explain how the story of Dan, the physician’s assistant,
exemplifies Fred-like behavior ?

Dan, the physician’s assistant, exemplifies Fred-like behavior through his
engaging and empathetic interaction with a three-year-old patient named
Hunter. Instead of following a strict clinical approach, Dan connects with
Hunter by joining him on the floor, playing, and making the experience fun.
This not only alleviates Hunter's anxiety but also enables a successful
examination without stress. Dan'’ s ability to turn a potentially intimidating
medical visit into afriendly interaction demonstrates the importance of
relationship building in healthcare and the positive impact it can have on

patient experiences.

What isthe difference between transactional and relational interactions
asdescribed in the chapter?
Transactional interactions focus primarily on achieving results, often at the

expense of the relationshipsinvolved. Individuals engaged in these
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interactions may come off as direct or even callous, prioritizing outcomes
over how othersfedl. In contrast, relational interactions emphasize the
significance of treating others well during the process of reaching results.
This approach values the means as much as the ends and seeks to strengthen
relationships alongside achieving goals. The chapter advocates for
prioritizing relational interactions to foster a more positive and collaborative
environment, echoing Fred the Postman's philosophy that how you deliver

service matters as much as the outcome itsalf.

chapter 6| CONTINUALLY CREATE VALUE FOR OTHERS| Q& A

What isthe main concept presented in Chapter 6 of 'The Fred Factor' by Mark
Sanborn?

The main concept of Chapter 6 istheidea of creating value for others. The chapter
emphasizes that individuals (referred to as 'Freds) can transform ordinary interactions
and tasks into extraordinary experiences by exceeding expectations, offering services
and products that add genuine value, and finding ways to meet needs proactively.
Sanborn illustrates this concept by drawing parallels between 'Freds and al chemists,

who can turn basic elements into something precious.

How does the author suggest that we can add valuein our everyday interactions?
The author outlines severa specific techniques that anyone can employ to add value.

These include: 1) Telling the truth, emphasizing honesty in interactions and business, 2)
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Practicing personality power by injecting genuine enthusiasm and warmth, 3)

Attracting through artistry by improving aesthetic presentation, 4) Anticipating need:
advance to provide timely help, 5) Adding enjoyable elements to experiences, humor
and enthusiasm, and 6) Simplifying processes to reduce complexity and enhance use
experience. Together, these strategies highlight the importance of personal effort and

attentiveness in creating value.

Can you explain one of thereal-life examples provided in the chapter
that illustratesthe concept of creating value?

One notable example from the chapter is the approach taken by a hospital
staff who, instead of just giving directions when patients or visitors asked
for help, would personally escort them to their destinations. This small act
alleviated confusion and stress for patients and their families, showcasing
how a simple, proactive gesture can add significant value to an experience.
This example underscores the emotional and practical benefits of going

beyond basic service expectations.

What are some negative elementsthat the author sayswe should strive
to eliminate to enhance value?

The author identifies several negative elements to subtract in order to
enhance value, including: 1) Waiting, as people appreciate promptness, 2)
Defectsin products or services that can frustrate customers, 3) Mistakesin

processes that cause inconvenience, 4) Irritation and frustration that can
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dampen experiences, and 5) Misinformation, which can lead to
disappointment and distrust. By minimizing these irritants, 'Freds can foster
better relationships and improved satisfaction.

What motivatesthe author to encourage readersto adopt the Fred
mentality in their personal and professional lives?

Mark Sanborn encourages readers to adopt the Fred mentality as a means to
make their lives more meaningful and impactful. He believes that creating
valueisfulfilling not only for the receiver but also for the giver. By
practicing the principles outlined in the chapter, individuals can transform
everyday interactions and make a difference in others' lives, which in turn

can lead to persona and professional success and satisfaction.
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chapter 7| REINVENT YOURSELF REGULARLY | Q&A

What significance doesthe author place on the concept of reinvention in Chapter
7?

Mark Sanborn discusses the importance of reinvention, emphasizing that individuals
have the power to reinvent themselves daily. He illustrates that one does not have to be
defined by past failures or routines, and instead, can embrace every day as an
opportunity to improve and evolve. He points out that while some change can be
negative, stagnation is generally detrimental, asit leads to alife lacking fulfillment and
excitement. The chapter encourages readers to take proactive steps towards personal

growth and self-improvement to remain competitive and fulfilled.

How doesthe author define personal growth in relation to value?

In Chapter 7, Sanborn posits that the most effective way to enhance one'svalueis
through personal growth. He urges readers to absorb new ideas and reflect on their
actions to differentiate between mere activity and actual accomplishment. By seeing
personal growth as foundational clay for one's self-reinvention, he suggests that the
more knowledge and skills one acquires, the greater their ability to positively impact
others and create a unique personal identity. This personal enrichment allows

individuals to forge deeper connections and broaden their influence.

What role do compelling reasons play in the process of reinvention accor ding to
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Sanborn?

Sanborn highlights that compelling reasons, derived from genuine passion
and purpose, are crucial in driving the desire to reinvent oneself. Unlike
motivation derived from obligation, which may lead to rote actions,
compelling reasons foster a more profound commitment to excellence and
enjoyment in one's work. He illustrates this by sharing the example of his
postal carrier, Fred, who takes joy in hiswork because he loves what he
does, suggesting that finding and nurturing one's compelling reasons can

unlock true potential and inspire exceptional performance.

What doesthe author say about learning from life experiences?

The chapter emphasizes the importance of reflecting on past life experiences
to facilitate personal reinvention. Sanborn encourages readers to engage in
self-reflection to uncover valuable lessons from their journeys, including
desiresleft unfulfilled and influential relationships. By journaling insights
and recollections, individuals can tap into their past to inform their future
decisions and growth strategies. This process helps individuals capitalize on
previoudly learned lessons, thereby enriching their future interactions and

achievements.

How does Sanbor n propose people can implement their good ideasinto
action?

Sanborn introduces the concept of 'implementation quotient' or 1Q, which he
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defines not merely as intelligence but as the ability to take ideas and put
them into action. He warns that having good ideas is insufficient if they are
never acted upon. To enhance their 1Q, he advises readers to write down
good ideas as they arise, prioritize them in daily tasks, and follow through
with implementation to ensure they make a positive impact. This approach
hel ps overcome the barriers of forgetfulness and inaction, positioning

Individual s to better execute their visions.

chapter 8| FIND | Q& A

What does Dale Dauten suggest is essential for organizationsto attract ‘Freds ?
Dale Dauten emphasi zes that organizations need to offer employees both a'change’ and
a'chance' to attract and retain 'Freds—exceptional individuals who make the ordinary
extraordinary. The 'change’ refers to working in an environment that recognizes and
values Freds, while the 'chance' is the opportunity for individualsto grow and excel. If
an organization fails to present itself as a desirable workplace, it won't be able to attract

high-caliber talent who will promote it through word of mouth.

How does Sanborn suggest or ganizations can identify and nurture potential Freds
within their workforce?

Sanborn suggests that discovering potential Freds often involves uncovering the latent
talents of current employees. He points out that downsizing can overlook the

contributions of valuable team members who may ssimply need better guidance or a
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supportive environment to thrive. By investing time in identifying employees who
demonstrate flair in their work—through exceptional projects, meaningful client
interactions, or innovative suggestions—managers can find dormant Freds who have

the ability to contribute significantly to the organization.

What key techniques are recommended for hiring new Freds, according
to the chapter?

When hiring, Sanborn outlines specific questions to help identify potential
Freds. These include asking candidates about their heroes and the reasons
behind their admiration, what motivates them to go above and beyond, their
ideas for delighting customers, memorable customer experience, and their
definition of service. These inquiries can reveal the candidate’ s values,
motivation, and ability to create a positive impact, which are indicative of a

Fred's mindset.

What isthe significance of having ateam of Fredsled by a Fred,
accor ding to the chapter ?

Sanborn argues that the most effective teams consist of Freds led by a Fred
to maximize the potential of the Fred Factor. This alignment of leadership
and team values ensures that both leaders and followers are committed to
creating extraordinary results. A unified culture of excellence promotes
innovation and enhances employee engagement and customer satisfaction,

driving organizational success.
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What overall strategy does Sanborn propose for building a successful

team of Freds?

Sanborn proposes a multi-faceted strategy to build a successful team of
Freds, beginning with discovering existing talent within the organization,
attracting potential Freds from outside, and effectively hiring them. Each
aspect requirestailored strategies—nurturing current employees, showcasing
the organization’ s positive environment to attract new talent, and applying
insightful interview techniquesto identify Fred-like qualitiesin candidates.
The culmination of these efforts can lead to a robust team environment

where Freds can excel and contribute to the organization's success.

chapter 9| REWARD | Q& A

What isthe primary message of Chapter 9in " The Fred Factor" ?

The primary message of Chapter 9 is that rewarding the right behavior is crucial for
motivating individuals in the workplace. It emphasizes the importance of recognizing
and appreciating employees' contributions, whether large or small, as a key to fostering
a positive and productive environment. By acknowledging even minor efforts, leaders
can elevate the self-worth of their team members, which in turn can enhance their

performance and the overall atmosphere of the workplace.

How doesthe story of the busboy illustrate the chapter's key principles?

The story of the busboy illustrates how a simple act of acknowledgment can
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significantly impact an individual's sense of worth and motivation. When the author
thanked the busboy for hisimportant role, it transformed the busboy's demeanor and
self-perception, making him feel valuable. This example shows that people perform
better when they understand the significance of their work and receive recognition fc
it. The chapter highlights that small gestures of appreciation can lead to broader

positive effects, fostering a culture of recognition that benefits everyone.

What does Dr. Michael L eBoeuf mean by stating, "We get the behavior
wereward'?

Dr. Michael LeBoeuf's statement, 'We get the behavior we reward,' means
that the actions and attitudes that are reinforced through recognition and
rewards will be repeated. If employees are acknowledged for their efforts
and positive behaviors, they are likely to continue those behaviorsin the
future. Conversaly, if good intentions and efforts are ignored or punished,
employees may feel undervalued and less motivated to contribute. The
emphasisis on intentionally rewarding not just successful outcomes but also
the attempts and intentions behind those efforts, fostering an environment

where innovation and initiative can thrive.

What practical strategiesdoesthe author suggest for implementing a
reward system in an organization?
The author suggests severa practical strategies for implementing areward

system: 1. Ensure that team members understand their contributions
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importance and how they affect the organization. Be specific in citing
examples of their successes and impacts. 2. Make positive feedback a
consistent practice rather than an exception, so employees know their efforts
are valued. 3. Create tangible awards, such as plagues or small cash prizes,
that provide recognition without seeming like bribes. 4. Get top leadership
involved in recognizing employees personally to highlight the value the
organization seesin their contributions. 5. Use areward formula that
recognizes contributions and reinforces their positive effects, along with

consistent praise for efforts, both in public and private.

Why isit important to reward good intentions as well as successful
outcomes accor ding to this chapter?

Rewarding good intentions as well as successful outcomesis essential
because it encourages a culture of risk-taking and innovation. Employees are
more likely to try new ideas and approaches if they know that their efforts
will be acknowledged, even if they don't always succeed. By recognizing
attempts and intentions, organizations create an environment where
employees feel safe to innovate and contribute, knowing that their efforts are
valued. This ultimately fosters a more engaged and motivated workforce, as
people are likely to continue working hard when they know their

contributions, regardless of the outcome, are appreciated.
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chapter 10 | EDUCATE | Q& A

What isthe core message of Chapter 10in'The Fred Factor'?

Chapter 10 emphasizes the importance of education and training in fostering
extraordinary behavior in employees. It advocates moving beyond conventional
teaching methods to instill the principles of the Fred Factor, which promotes
exceptional service, fun, and creativity in the workplace. The chapter encourages
managers to focus on teaching individuals how to think and perform extraordinary acts

rather than just ordinary tasks.

How does the author suggest manager s can identify and shar e examples of
extraordinary behavior ?

The author recommends that managers actively observe and collect real-life examples
of extraordinary behavior, or 'Fred examples,' from both their own experiences and
external sources. This could include experiences during vacations or in various settings
where service excellence is demonstrated. Managers are encouraged to challenge their
team to share these examples, perhaps by starting meetings with a question like "Who
has a Fred example to share? Thisway, the organization can cultivate a culture of

recognizing and learning from extraordinary acts.

Why does the author emphasize the importance of dissecting and debriefing

positive examples?
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Dissecting and debriefing are crucial for understanding the mechanisms behind

successful examples of extraordinary behavior. The author outlines that this process
allows teams to identify the core ideas, adapt those ideas to their context, brainstorm
improvements, and seek opportunities for application. By engaging in this reflective
practice, the positive changes become more meaningful, and their impact is likely to

endure over time.

What role does the concept of 'miracle working' play in fostering
extraordinary behavior according to the chapter?

The chapter discusses 'miracle working' as the ability to perform remarkable
acts regularly, rather than reserving such performance for times of crisis.
The author encourages organizations to not wait for emergencies to inspire
extraordinary responses; instead, they should cultivate a culture where such
behaviors are the norm. Thisrequiresindividuals to act with a caring spirit
and big heart, characteristics intrinsic to the Fred Factor, thus promoting

consistent and extraordinary efforts among team members.

How doesthe author advise leader sto engage employeesin embodying
the Fred Factor instead of forcing compliance?

The author insists that leaders should 'pull, don’t push’ when it comesto
encouraging employees to embrace the Fred Factor. Rather than
commanding compliance, they should invite employeesto joinin, using

enthusiasm and commitment as tools to inspire participation. The essence of
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leading by example is highlighted, as effective |eaders who embody the
principles of the Fred Factor are more likely to influence their teams
positively and enlist their involvement in a shared vision of extraordinary

sarvice.

chapter 11| DEMONSTRATE | Q& A

What qualitiesdoes Mark Sanborn attribute to hisfriend, the southern
gentleman?

Sanborn describes his friend as a highly successful businessman with exceptional taste
and modesty, who owns his own airplane and has an impressive home. Despite his
success, he remains humble and sincere, always offering help and support to friends,

embodying the characteristics of a'Fred'—someone who serves others selflesdly.

What four suggestions does Sanborn provide for inspiring employeesto improve
service?

1. **Inspire, but don’t intimidate** : Examples of excellence should be relatable and
achievable to encourage others. 2. **Involve* * . Engage team members in activities that
promote service and kindness, as this is more effective than mere suggestion. 3.
**|nitiate** : Take action rather than wait for the perfect moment, setting the pace for
others by leading through example. 4. ** Improvise** . Approach situations with a
positive attitude and creativity, demonstrating that outcomes are shaped by participant

engagement, not just circumstances.
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How can recognizing and acknowledging 'Freds in one's life impact personal
growth?

Recognizing 'Freds—individuals who have positively influenced one's
life—encourages reflection on the contributions of those individuals.
Acknowledgment can foster a sense of gratitude, which may motivate the
individual to act with kindness and service towards others, hence creating a

cycle of positivity and inspiration.

What role does Sanborn attributeto actionsover wordsin
demonstrating the Fred Factor ?

Sanborn emphasizes that actions speak louder than words when it comes to
making a meaningful impact. By demonstrating principles of service and
kindness through personal actions and lifestyle choices, individuals can

inspire others more effectively than mere verbal encouragement.

What isthe significance of 'paying it forward' in the context of the Fred
Factor ?

'‘Paying it forward' signifies taking the inspiration received from a'Fred' and
trandating it into action that positively affects others. This concept
highlights the power of kindness to create aripple effect, where one person's
actions inspire another, further propagating the values of service and

excellence in everyday interactions.
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chapter 12 | FRED TODAY | Q& A

What types of interactions does Fred have with his customers, and how do they
reflect his character?

Fred's interactions with his customers are characterized by warmth, empathy, and
genuine friendship. For instance, one customer, a single mother, felt comfortable
enough to confide in Fred about her parenting challenges and was reassured by his
supportive words. This reflects Fred's character as someone who is approachable and
sincere, building relationships beyond a mere transactional nature of hisjob. His ability
to listen and provide encouragement showcases his commitment to making a positive

impact on others' lives.

What motivates Fred to perform hisjob the way he does?

Fred is motivated by several key principles:. first, he believes that doing good for others
contributes to his own well-being, encapsulated in his motto that ‘do good and you'll
feel good.' Second, he strives for personal excellence as a perfectionist and feels a
strong sense of accomplishment in hiswork, regardless of whether others recognize his
efforts. He also treats his customers as friends, which enhances his service quality. He
views the impact he has on others as the true reward, adhering to the golden rule and

making every moment count.

How does Fred's approach to hisjob differ from typical customer service
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attitudes?

Fred's approach stands out because he does not view his customers merely as
‘customers but as friends. He goes beyond the standard practices of

customer service by actively seeking to enhance their lives and make their
environment better—such as picking up litter and organizing their mail

areas. This deeper personal investment in his relationships fosters loyalty
and satisfaction among those he serves, distinguishing him from typical
service providers who may prioritize efficiency or profit over personal

connection.

What insights does Fred provide about the importance of daily personal
growth?

Fred emphasizes the significance of viewing each day as an opportunity for
improvement. He encourages looking to every day as a chance to achieve
goals and not to waste time. This perspective motivates him to strive for
continuous development, even on his days off. His philosophy reflects a
commitment to living purposefully, making the most of every moment, and

seeking to be productive regardless of circumstances.

What isthe significance of Fred'sstory within the context of 'The Fred
Factor'?
Fred's story encapsulates the essence of "The Fred Factor,' which is about

going above and beyond in one’ s role to create extraordinary experiences for
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others. His actions demonstrate how seemingly simple acts of kindness and
attention can create profound effects on people's lives. Fred exemplifies the
principles of service, dedication, and friendship, serving as a model for
individuals in any profession to aspire to devel op deeper connections and
take a proactive approach to their interactions, thereby enriching their own

lives and those around them.
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chapter 13| THE FRED SPIRIT | Q& A

What isthe primary message Mark Sanborn conveysin Chapter 13 of ‘'The Fred
Factor'?

The primary message in Chapter 13 is the importance of love and generosity of spiritin
serving others. Sanborn emphasizes that true fulfillment arises from what we give rather
than what we gain, and he believes that this spirit of service, exemplified by the
character of Fred the postal carrier, iswhat truly makes our actions and lives

extraordinary.

How doesthe author's son Hunter'sremark about loverelate to the theme of the
chapter?

Hunter's remark about love being 'the most important thing of all' serves as a profound
reminder that at the core of the Fred Factor isthe concept of caring for others. It
highlights that love is not just an emotional feeling but a purposeful choice to treat
others with dignity and kindness, particularly those who may be difficult to love. This
encapsulates the chapter's theme that genuine love and generosity are essential to

making a positive impact.

What definition doesMark Sanborn provide for 'generosity of spirit' in this
chapter?

Mark Sanborn defines ‘generosity of spirit' as the commitment to treat others with
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dignity and kindness, regardless of personal feelings toward them. This definition
stresses that true generosity is about actions taken for the benefit of others, and it sho
the strength of character required to love and support people, even those who may be

challenging.

What examples does Sanborn useto illustrate the concept of loving
othersthrough actions?

Sanborn provides the examples of Mother Teresa, who tended to the poorest
and most marginalized individuals, and Marva Collins, who established a
program in Chicago dedicated to helping struggling students. Both women
exemplify how love manifests through selfless actions and a commitment to

serve others, even in difficult circumstances.

What does Sanborn suggest isthe ultimate purpose behind the Fred
Factor, and how doesit affect our lives?

Sanborn suggests that the ultimate purpose behind the Fred Factor isto
cultivate amindset of love and service that enriches our lives and the lives of
others. Understanding the ‘why' behind our actions, rooted in love, sustains
us on our journey and moves our actions from the ordinary to the

extraordinary, creating a more meaningful existence.



