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could simply meet the expectations pf’'my passengers. Buat, to be
GRE AT in my business, S have to ERXCEED the castomers
expectations!
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A Million Dollar Lesson

Years ago, a cab driver taught me a million dollar lesson on
customer satisfaction and expectation. If a great motivational' lecturer
makes such a speech, he will charge thousands of dollars. I mean his
speech is only to impart® his kind of training to corporate’ executives and
staff. While at that time the taxi driver’s lesson only cost me a $12 taxi
ride.

I had flown into Dallas for the sole purpose of calling on a client.
Time was of the essence' and my plan included a quiék turnaround trip
from and back to the airport. A spotless cab pulled up.

The driver rushed to open the passenger door for me and made sure 1
was comfortably seated before he closed the door. As he got in the driver’s
seat, he mentioned that the neatly folded Wall Street Journal next to me

was for my use. He then showed me several tapes and asked me what
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type of music I would enjoy.

Well! I looked around for “Candid Camera” *! Wouldn’ t you? I
could not believe the service I was receiving in the world! I took the
opportunity to say, “Obviously you take great pride in your work. You
must have a story to tell.”

“You bet,” he replied, “I used to be in Corporate America. But I got
tired of thinking my best would never be good enough. I decided to find
my niche" in life where I could feel proud of being the best I could be.”

“I knew I would never be a rocket scientist, but I love driving cars,
being of service and feeling like I have done a full day’s work and done
it well. I evaluated” my personal assets® and... wham! I became a cab
driver.”

“One thing I know for sure, to be good in my business I could
simply meet the expectations of my passengers. But, to be GREAT in my
business, I have to EXCEED the customers’ expectations! I like not only
the sound but also the return of being ‘great’ better than just getting by

on ‘average’.”
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Questions:

1. What was the author’ s reaction when he received such an
unexpected service in the taxi?

2. What can you learn from the story?
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wr circeunstances are ()/I{l/ bad compared to something

better. But others have been through much worse. S " ve read
cnoqgh history to know you and S are lucky to be where we are,
when we are, no matter how bad it scems to ws compared to owr
Santasies.
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Adrift

In 1982 Steven Callahan was crossing the Atlantic alone in his
sailboat when it struck something and sank. He was out of the shipping
lanes and floating in a life raft®, alone. His supplies were few. His chances
were small. Yet when three fishermen found him seventy—six days later
(the longest anyone has survived a shipwreck on a life raft alone), he was
alive, much skinnier’ than he was when he started, but alive.

His account’ of how he survived is fascinating. How he ingeniously’
managed to catch fish, how he fixed his solar still, which evaporates

seawater to make fresh water, is very interesting.
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But the thing that caught my eye was how he managed to keep
himself going when all hope seemed lost, when there seemed no point in
continuing the struggle, when he was suffering greatly, when his life raft
was punctured” and after more than a week struggling with his weak body
to fix it, it was still leaking air and wearing him out to keep pumping it
up. He was starved. He was desperately dehydrated’. He was thoroughly
exhausted. Giving up would have seemed the only sane” option.

When people survive these kinds of circumstances, they do
something with their minds that gives them the courage to keep going.
Many people in similarly desperate circumstances give in or go mad.
Something the survivors do with their thoughts helps them find the guts
to carry on in spite of overwhelming odds.

“I tell myself I can handle it,” wrote Callahan in his narrative.
“Compared to what others have been through, I’ m fortunate. I tell myself
these things over and over, building up fortitude’...”

I wrote that down after I read it. It struck me as something important.
And I’ ve told myself the same thing when my own goals seemed far off
or when my problems seemed too overwhelming. And every time I’ ve
said it, I have always come back to my senses.

The fact is, our circumstances are only bad compared to something
better. But others have been through much worse. 1’ ve read enough
history to know you and I are lucky to be where we are, when we are, no
matter how bad it seems to us compared to our fantasies. It’ s a sane
thought and worth thinking. .

So here, coming to us from the extreme edge of survival, are words
that can give us strength. Whatever you’ re suffering, tell yourself you

can handle it. Compared to what others have been through, you’re lucky.
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Tell this to yourself again and again, and it will help you get through the

rough spots with a little more fortitude.
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. adrift[a'drift] ad.& a. iZ i, LAY

. raft [ra:ft] n. 4%, Bk A 4k A

. skinny ['skini] a. & & & 3k #9 (skinnier 4 YbA4R)
. account [8'kaunt] n. &Lk, k%, &k

. ingeniously [in'd3i:niasli] ad. 354/ ¥, A A+ At
. puncture [pankt[a] v. # F

7. dehydrated [di:'haidreitid] a. HL7K &5

8. sane [sein] a. A% &, &4

9. fortitude [fo:titju:d] n. B 4L, & 48, R E F%
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Questions:

1. How many days had passed before Steven Callahan was rescued

from the shipwreck on a life raft alone?
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An October Sunrise

The next morning I got up before the October sunrise, and walked
away through the wild and the woodland. The rising of the October sun, I
could say. was noble in the cold and warmth of it peeping down the
spread of light; he raised his head heavily over the edge of grey mountain
and wavered' length of upland. Beneath his gaze the dew—fogs dipped,
and crept to the hollow places, then stole away in line and column,
holding skirts and clinging subtly® at the sheltering corners where rock
hung over grassland, while the brave lines of the hills came forth, one
beyond other gliding.

The woods arose in folds, like drapery’ of awakened mountains,
stately with a depth of awe, and memory of the tempests. Autumn’ s
mellow hand was upon them, as they owned already, touched with gold

and red and olive, and their joy towards the sun was less to a bridegroom'
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