iQuestions Faculty, Barbara Glanz

Question:

How can | create an atmosphere where everyone feels valued and
wants to give their best?

Answer:

Happy employees, we know, are going to create happy customers.
One of the things | want to encourage you to do is to create an
atmosphere, a workplace of joy, where people feel valued, trusted,
respected, and have a deep sense of purpose.

I want to tell you a story about how one person turned a whole
organization upside down, because he felt that sense of value and
purpose.

When | talk about choices and the difference that you can make in

every interaction that you haved the minus , zero, plus in every single

interactiond and creating that human | evel connect.
foundation for telling this story.

About ten years ago, | was asked to speak to three thousand
employees of a large grocery store chain, and they brought everybody
(and I love it when | get to talk to a whole organization). They brought
the baggers, the cashiers, the truck drivers, the produce people, and
everybody who worked in all of their stores.

One of the things | said to them is: AHow c a
is, make that customer feel special? How can you add your personal
touch, your special signature, to the work that you do?0



I al ways give my home phone number to every
heard me speak in the world. Because | want to hear your ideas; |

want you to be able to contact me, and let me know some of the

things that youdre doing.

About a mont h af tldad alpbahe safi.dtkveas from a
young man, he told me his name was Johnny, and that he was a
bagger in one of the stores. He also told me in the conversation that
he was a person of Down syndrome.

He sai d, i Ba
i |

bar a, Il |1 i ke whametlyabnight ai d, 6 an
and said, Ve

got an idea. o

He asked his dad to help him and they decided to go to the computer,

and they set up the computer in three columns. Johnny said every

night from that night on when he goes home, he finds a Thought for

the Day.And he said, dalf | candét find one | |iKk

Then he and his dad type that thought six times on a page. He prints

out fifty pages every single night. He cuts them out, signs his name on

the back, and the next day fsthebagsy,bay per sonb
puts a Thought for the Day in the bag. That so touched my heart.

About a month later, the store manager called me and he said,

ABar bara, you wonodét believe what happened. V
floor about 9:30 this morning, the line at Johnny 6s checkout was thr
ti mes |l onger than any other | ine.o

And he said, Al went ballistic. Il was yellin
Get more |l anes open! 60 and the customers sai
be in Johnnyodés | ane. We want the Thought f or
So he said, AWho do you think is the most in
whole store?0 You see, thatds a jJjob most of
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important job, but he made it important. And there was an
atmosphere that was created in that store that made that job
important.

The manager told me one woman came up and sa
shop once a week. But now | come in every time | go by, because |

want that Thought for the Day. 0 You know wha
in the grocery store, so indhatds i mpact on bo

Three months | ater he called me back again a
and Johnny have transformed our store. Now in the floral department,
when they have a broken off flower or an unused corsaged we used to
just throw them awayd now they go out on the floor, and they find an
older woman or I|ittle gir/l and they pin it o

He sai d, fiOne -padkers loves 8meapy, so we ordered

50,000 Snoopy stickers. Every time he packages a piece of meat, his

meat gets a Snoopy stickerl odondt. oknow aalhllqg uth
dog stickers on meat, o0 but he said, AWe are
our customers are having so much fun. o

That is spirit in the workplace, and that is an atmosphere that people
feel valued. TheyoOre havi ngjustgoingwilchie creati v
that store.

My belief is, if little Johnny can do it, there is no reason why every
single one of wus candét do it. How are you go
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