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AWAKENING THE POWER WITHIN YOU
(Enjoy Your Everyday Service Attitude)
Self-Development and Motivation series …

“It has always seemed to me that your brand is formed primarily, not by what your company says
about itself, but what the company does and how your people deliver.” Jeff Bezos – CEO,
Amazon.com

I am totally amazed that though there are lots and lots of talks on the importance of service delivery
and positive working attitude, there are little or no different in most organizations I have come across.

Recently, I purchase a LED television from an electronic fair, but when I wanted to change the
delivery date, I have to call 3 different parties in the organization to arrange the schedule, not to
mention the time wasted on not being able to get through the line or waiting on the line until it finally
gets cut off. When the television set arrived, I realize that one of the ‘free’ items have not been
delivered, and the delivery guys simply told me to call the salesman whom I dealt with, and have been
trying to call him since, and even to the extent of leaving him 3 messages, and am still waiting for his
reply…

Are they (the electronic sales people) really that busy? I am not sure, because each time I go to their
stores, they either in group building their team-bonding activities (talking, joking, complaining, etc.) or
simply lay back and stare at you trying to profile if you there to buy or simply browsing. Guess, they
must be busy, doing what they preferred to do.

I met a Japanese CEO in a conference, and while we are chatting, he said something that makes
magnificent sense to me. He said, “Peter-san, I think all these speakers’ talks about going the ‘extra-
mile’ and ‘doing beyond the call of duty’ are simply horse-shit. I think if only every employee do what
they are supposed to do, play their roles with accountability and responsibility, and function in their
own profession, we are already in excellence.”

He is so right! The problem is that most people who have a job are not even doing what they need to
do; sometimes, they even try to teach other people how to do their work.

Recently, I met a Chief Information Officer, who is only 3 months in the company, and was telling me
the issues he was facing when he came onboard, “The problem is a lot of my users do not really
understand the role of IT in their function, and they wanted to tell my analysts how to do their work,
and they wanted a program to be able to do all their work by a switch of a button. Instead of telling us
what are their objectives or issues they are facing, and collaborating with the IT analyst to work out
solutions and allowing us to do our job professionally by recommending IT solutions, the users wanted
to tell us what we should do and how we should work. It is similar to telling a surgeon how you want
him to operate on you.” He giggles, and continue, “And you know what, if they demand something
from you, they wanted it now or by tomorrow, but if our analysts needed them to work on some
specifications or requires their data and input, they can drag for days and weeks, and when the
timeline is near, they turn around and criticize that my analysts are not doing their job. No wonder,
morale is low and resulting high staff turnover.”

If only everyone do their part, play their role, and take accountability for their job, we are already in
excellence! To do that, every member of the organization must have a positive service attitude.
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All too often, organizations stop at high-level core values such as responsiveness, trustworthiness,
and friendliness, without ever articulating how those values will be brought to life for workers and
without ever articulating how employees will need to behave to deliver on the promise. All the values
in the world are meaningless corporate decoration unless they are translated into consistent
action.

The attitude and behavior of each individual are integral to establishing cooperation within the
company. It takes high morale, enthusiasm for a job well done, discipline, commitment, and diligent of
both the company and the employee to build mutual collaboration for a positive customer experience.
To facilitate this change, it is imperative that the culture of the organization do everything in its power
to communicate throughout that quality is nothing less than the ticket to both current and future
prosperity. Service quality is an initiative that allows freedom - without fear - for both the organization
and the people in the organization to take charge of continual service improvement, so that both can
prosper.

Service Attitude
There are countless opportunities for each of us to do a difference. For instance, there are
opportunities to:

 Provide direction and support to our customers during uncertain times
 Apply knowledge to products and services, creating extraordinary value for the customer
 Turn information into knowledge and improve the collective standard of working
 Use the tools of technology to weave a web of human connection
 Creating the awareness of job responsibilities and work accountabilities

What I have discovered and rediscovered is that service attitude is a process ordinary people use
when they are bringing forth the best from themselves and others. When the ‘service’ in everyone is
liberated extraordinary things happen.

Defining Service Attitude
Service Attitude is a blend of an employee’s perception and accountability towards his or her
performance and the emotions evoked, intuitively measured against customer (both internal and
external) expectations across every moments of contact.

Possessing a Service Attitude means:
1) Never view customer service as an occurrence – something that happens once and then is

over; but a continual relationship.
2) Take away a ‘Job-focused’ attitude – that is, merely ‘getting my job done’. Replace it with

‘Creating-Experience’ attitude – being aware that each encounter is an opportunity that can
be used to build or re-build a successful relationship.

3) You have the power to turn every customer into your strongest supporters and often, your
best customers.

4) Customers want to deal with people to be ‘as good as their words’. Integrity is the ability to
exercise trust at every interface.

5) Stop saying “I don’t know; I don’t care; it doesn’t matter to me; whatever.” Ask yourself – if I
did know what would it be? If I did care, which would I prefer? If it did matter, what would I
rather do? Remember, you have been entrusted to be yourself, and to create as many ways
as possible to please customers within the boundary of your job authority.

6) As much as possible, add an element of positive emotion and energy into every transaction. It
creates an emotional difference.

7) To succeed in an increasingly competitive world, we have to challenge our routines, our
standard reactions, and create new thinking and feeling patterns, for our customers and
ourselves.
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What’s Your Image

Each of us must have the enthusiasm at work. Enthusiasm is the strong feeling of eagerness, interest,
or admiration, of our Organization and a commitment to our professional role or function.

In our jobs, the individual images of all of us combine to create the public’s image of our Organization.
On the job, each of us is a walking, talking public relations agent and an ambassador for our
Company.

No matter how good you are at what you do, no matter how talented, skilled, or knowledgeable you
are, the most important factor in determining your success and satisfaction in the workplace is your
ability to forge effective relationships with others.

People may not remember exactly what you did, or what you said, but they will always remember how
you make them feel.

Add FEELINGS
©

in Your Everyday Attitude
Consistent quality service takes consistent effort from each of us. It benefits us to generate good
feelings as often as we can. In every work environment, good feelings usually generate quality
service.

Put FEELINGS
©

in everything we do:
F - Feel good about yourself
E - Enthusiasm
E - Elevate Others
L - Leading Light
I - Influence Others
N - Needs Analyzing
G - Group Dynamics
S - Self-Awareness

Feel Good about yourself
You have the power to change your reactions, expectations, and outlook. You have the power to
become anything you want to become. Each time when you caught yourself having negative thoughts
of life, question the negative thoughts.

Enthusiasm
Wherever the bulk of your energy lies, your behavior is sure to follow. A decision to make light of your
mistakes and past unhappy events, to remain lighthearted, doesn’t mean you don’t care or that you’re
not concerned with making errors. It simply means that you refuse to compound a problem by making
a bigger deal out of something than is absolutely necessary. It means that you understand the value
of keeping your perspective and sense of humor even in the face of adversity.

Elevate Others
Technical abilities and academicals qualities may get you into position, but it takes great interpersonal
abilities and qualities to stay there and to grow beyond. Good working relationships make even the
worst job bearable.

Leading Light
We are the light that lights others path and how we shine is how people reflect back on us. If you are
casting ‘positive’ light, people gets ‘positive’ around you – what we shine forth reflects back.
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Influencing Others
We are a leader of our own rights. The Law of Progress says that leadership develops daily; not in a
day. We need to nurture other people by giving others a sense of belonging, positive self-worth, hope,
and having faith in people. A successful person evaluates the potential of others and places them in a
position to succeed by mentoring process, which offers people the opportunity to turn their potential
into reality, their dreams into destiny. The power of multiplication raises your influence to a new level
creating synergy. An organization on the synergy level has great morale and high job satisfaction.

Needs Analyzing
This is to recognize that our customers rarely are the cause of our problems. To deal successfully with
others, we need to deal successfully with ourselves. When we feel good about ourselves, we know
that we can successfully manage negative feelings and situations.

Group Dynamics
Being able to work effectively with people is one of the most important factors in determining our
success and satisfaction on the job. It’s the support and cooperation we give to each other that builds
our Organization every day.

Self-Awareness
For many people I know, instead of looking what they have done right and appreciating the people
who have made positive impact on their lives; they focus on what they have done wrong, missed
opportunities, and people who makes their lives miserable. To change your thought patterns, you
need to re-program the way you think. And the way you think is affected by the words that come out of
your mouth.

“You must take personal responsibility. You cannot change the circumstances, the seasons, or the
wind, but you can change yourself.”
Jim Rohn

Personal development is a never-ending journey. There is no final goal to be reached. Your personal
potential has no limit – there is no final destination. And every single thing you do, however
successfully, could always be improved. It is this continual striving for improvement that is the final
stage on the journey to success.

Joy is knowing that you are making a difference in the small ‘world’ you are in, and knowing that
someone’s life is becoming better because of you.

Your Success is My Rewards!

Your Favorite Author & Speaker – Peter Ng
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