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Introduction


There’s a good chance you’re already familiar with the poem shown below. It is, after all, one of the most widely read poems in the English language—and it could legitimately be called “the world’s most popular poem.”

“If” was published by Rudyard Kipling in 1909. Kipling said it was inspired by the exploits of a British officer in South Africa, but today it transcends any specific time or place. Here at the start of our book on the principles of class and the concept of making yourself unforgettable, there can be no better introduction than Rudyard Kipling’s poem. You may want to read it again as you go through the book. In fact, you may want to return to it many times as you proceed through your life as a whole.…

If you can keep your head when all about you

Are losing theirs and blaming it on you;

If you can trust yourself when all men doubt you,

But make allowance for their doubting too;

If you can wait and not be tired by waiting,

Or, being lied about, don’t deal in lies,

Or, being hated, don’t give way to hating,

And yet don’t look too good, nor talk too wise:

If you can dream—and not make dreams your master;

If you can think—and not make thoughts your aim;

If you can meet with Triumph and Disaster

And treat those two impostors just the same;

If you can bear to hear the truth you’ve spoken

Twisted by knaves to make a trap for fools,

Or watch the things you gave your life to broken,

And stoop and build ’em up with wornout tools;

If you can make one heap of all your winnings

And risk it on one turn of pitch-and-toss,

And lose, and start again at your beginnings

And never breathe a word about your loss;

If you can force your heart and nerve and sinew

To serve your turn long after they are gone,

And so hold on when there is nothing in you

Except the Will which says to them: “Hold on!”;

If you can talk with crowds and keep your virtue,

Or walk with Kings—nor lose the common touch;

If neither foes nor loving friends can hurt you;

If all men count with you, but none too much;

If you can fill the unforgiving minute

With sixty seconds’ worth of distance run,

Yours is the Earth and everything that’s in it,

And—which is more—you’ll be a Man, my son!

This is not a sugarcoated picture of what the world is like! As Kipling depicts it, life is no day at the beach. You’re going to be lied to, cheated, blamed, backstabbed, disappointed, and a positive outcome is not guaranteed. Even if you get through all of this, Kipling doesn’t provide assurance that you’ll find wealth or health or wisdom. He does say you’ll get “the Earth and everything that’s in it.” But what is that supposed to mean? Does anyone even want “the Earth and everything that’s in it”?

However, whatever you may get or not get, Kipling does make a promise about what you’ll be. You’ll be a man. Or, rather, you’ll be a Man. But once again, as with “the Earth and everything that’s in it,” we need to ask what Kipling intends that to mean.

The answer to that question will be helpful for our understanding of the meaning of class. If being a Man is the payoff for all the trials and tribulations of earthly existence, it must be about much more than gender. Really, it’s about wisdom. If you read the poem carefully, you can see that each stanza describes several tests—to which the right answer is always the hard answer. Why is the hard answer the right one? Again, there’s no promise of any material payoff. There’s just the state of being you’ll eventually attain. And if we want to be consistent with the universe the poem has created, chances are no one will even acknowledge that you’re a Man except you yourself.

Perhaps that’s the last test, and it sounds like the toughest.

Ultimately, the real payoff for class comes down to self-respect. People with class know they’re people with class, even if no one else is paying attention. As someone once said, “Who are you when nobody’s looking?” When, from the bottom of your heart, you can answer, “I’m the person I really hope and want to be,” then you’ve achieved the goal that is the subject of this book. And again, it may also be the purpose of your life as a whole.

So, onward.…



CHAPTER ONE


The Unforgettable Energy

Class—that unique energy that makes people truly unforgettable—is easier to recognize than it is to define. We know it when we see it—but what is “it”? This book will not only help you answer that question, but also to really be a “class act” in every area of your life. When you do this—and it isn’t easy—you will literally make yourself unforgettable.

(By the way, just as class is easy to recognize, the absence of class is also easy to detect in a man or a woman. That’s not something you want people to see in you!)

We’ll have much more to say about what class is and why it’s important in the chapters that follow. You’ll have a chance to evolve your own definition of class—and you’ll gain practical, powerful tools for making yourself unforgettable to everyone you meet. Whether it’s in business or in any other area of life, nothing is more valuable than that. You may not realize the full importance of class right now, but when you reach the last page of this book, you most definitely will.

We’ll begin by looking at the often unclear meaning of class, as well as the very clear effect it can have in both business and personal interactions. We’ll see how class was really the deciding factor at a critical moment in American history, and we’ll explore how you can make the lessons of that moment work for you.

In subsequent chapters, we’ll explore essential elements that compose class in the truest sense of the word. Lastly, in the book’s final chapter, we’ll look at how class expresses itself through achievement in the material world—for you and also for those around you. This ability to create success for others is one of the most admirable qualities of class. Like a great athlete, a class person always plays the game at a high level and makes better players of his or her teammates as well.

To begin our exploration of class and what it can do, let’s look at a case in point. There has never been a clearer example of class in action than history’s first presidential debate. The debate took place on September 26, 1960. The participants were John F. Kennedy, then a senator from Massachusetts, and Vice President Richard M. Nixon.

Over the years, whole books have been written about this event, but it’s rarely been discussed from the perspective of class in the way that we’ll be using the word. Yet class was a huge factor in the debate. It made the difference in who won and who lost, and in that sense it changed the course of history.

John F. Kennedy and Richard Nixon were both in excellent form at the time of their televised encounter. Each of them had good reason to feel optimistic about the election. Their résumés were very different, but were impressive in their different ways.

Each candidate in 1960 had been nominated on the first ballot at his party’s national convention. Kennedy, whose nomination had come first, had won impressive victories over the more experienced Senator Hubert Humphrey in the primaries. Kennedy’s wins in West Virginia and Wisconsin had made an important point about his chances for gaining the presidency, since there had been some doubt about whether a Roman Catholic could actually win an election outside a predominantly Catholic state such as Massachusetts.

Kennedy’s religion had given rise to uncertainty within his party, but the Democrats more or less forgot those worries after West Virginia and Wisconsin. Then, immediately after his nomination, Kennedy made a bold and politically practical move in his selection of a running mate. His choice of Texas senator Lyndon Johnson may have surprised Kennedy’s core supporters in the Northeast, but now the Democrats had a powerful national ticket. Johnson, who was the Senate majority leader, was a supremely experienced politician who knew Washington inside and out. He was definitely a fighter, and usually he was a winner.

Perhaps the only drawback to Johnson’s selection as the vice-presidential nominee was that he and Kennedy could hardly stand each other! But Kennedy put aside his emotions to make an effective practical decision. Was that a “classy” move? We’ll come back to that question later in this chapter.

Two weeks after Kennedy’s convention, Richard Nixon became the Republican nominee. In light of what the future held for him when the Watergate scandal broke, it may be difficult to grasp how popular Nixon was at the time of his nomination. In those years America was preoccupied with the nuclear threat from the Soviet Union. Nixon had won huge acclaim when he forcefully argued with the Russian premier Nikita Khrushchev at a tradeshow exhibit. He had also faced down a large anti-American mob during a visit to Venezuela. Nixon seemed to offer security and competence at a frightening time in American history. True, he’d already had a few embarrassing moments. But he’d always come out whole and on top. And it seemed as if he would again. He was definitely the favorite to win the general election.

The actual positions presented by Kennedy and Nixon were similar in some respects and very different in others. Both spoke of America’s greatness in more or less conventional terms. But Kennedy challenged people’s complacency while somehow still sounding positive. In many of his speeches he referred to a “missile gap”—a supposed advantage the Russians possessed in the number of intercontinental weapons. No such gap existed, but, as with his selection of Lyndon Johnson, Kennedy seemed willing to sacrifice certain things to gain his objectives.

In light of the Republican Party’s generally hard line on defense issues, it may be difficult to imagine Richard Nixon as a dove. But compared to Kennedy, that’s how he seemed in the 1960 election. Not long before, President Eisenhower—who had been the supreme Allied commander in the war against Nazi Germany—had warned against the growth of a “military industrial complex” that was threatening to dominate American life. Eisenhower’s speech on this topic was worthy of the most ardent dove, and Kennedy may actually have agreed with most of it. But instead, he cast himself as the defender of America’s freedom against the Soviet military threat.

As the incumbent vice president, Nixon’s campaign speeches always referred to a secure present and a brighter future, but he spoke of this in the context of Republican principles such as free enterprise and decreased government spending. Besides the overall message of pro-Americanism, Kennedy and Nixon shared wariness of the Soviet threat and agreed on other foreign-policy issues, although Kennedy put more emphasis on the need to strengthen the military. The similarity of the two candidates’ stated beliefs forced the campaigns to seek out ways to distinguish one from the other.

The election turned into a debate about experience. Both candidates had come to Congress in the same year, 1946, but Nixon tried to strengthen his qualifications by playing up his foreignpolicy credentials as vice president. The experience issue seemed to be a weak spot in Kennedy’s campaign, and before the first debate Nixon seemed to be gaining strength. This was crucial because at the time the number of Democrats was far larger than the number of Republicans nationwide. The race for the White House was so tight that any small advantage could pay enormous dividends.

But just as Nixon was finding his strength, several media events took place that had a strong bearing on the outcome of the election.

Nixon’s focus on his experience in foreign and domestic policy was damaged by his own boss. In the fall of 1960, President Eisenhower was holding a press conference, an activity he had never enjoyed. He was in a hurry to get it over with. Then a correspondent asked what major decisions Vice President Nixon had taken part in making. Eisenhower responded, “If you give me a week, I might think of one.” The president was not really trying to slight Nixon. He was trying to make a joke about his own weariness and lack of focus. But the remark was a godsend to Kennedy. It gave him a chance to undercut the whole issue of Nixon’s superior experience. Kennedy said, “Yes, Mr. Nixon is experienced—but his experience is in the policies of retreat, defeat, and weakness.”

Some other problems started to crop up for Mr. Nixon as well. After the Republican National Convention, he had promised to campaign in all fifty states, but a knee infection sidelined him for two weeks. Then against the advice of his inner circle, he returned to the campaign in less than perfect health. And now the tired candidate had to turn his attention to the first-ever televised presidential debate. Nixon had been a champion scholastic debater and welcomed the opportunity to speak with his opponent on national TV, but as the evening played out, the subtleties of media politics lined up against the vice president.

Kennedy devoted a tremendous amount of time preparing for this event. The recent success of his televised answers about religion proved that the medium had immense potential for his success. In addition, a strong showing against the highly favored Nixon would establish credibility on the issues and further boost public confidence in his leadership ability. The vice president also came prepared, but the outcome of the debate would not be decided by substance.

Nixon also ran into bad luck on other media fronts. Kennedy scored well with blacks when he came to the aid of Martin Luther King Jr. after an arrest in Atlanta. The vice president was caught in a conflict of interest and had to remain silent on the well-publicized event. Kennedy used the press coverage to fortify his compassionate, charismatic image. Late in the race, Eisenhower stepped up his support for Nixon. This action was balked at by the Democrats and possibly made the vice president look incapable of winning the election on his own. The perceived weakness was eventually echoed in the press. Combined with Nixon’s poor showing in the first debate, the Eisenhower gaffe, and previous triumphs by Kennedy in the media, small press-related miscalculation such as these took their toll on the Republican nominee.

JFK was able to put Nixon on the defensive with his unexpected grasp of the facts, but Nixon held his own in responding to the Kennedy criticisms. The major story of the debate became the visual appeal of the attractive Kennedy versus the sickly look of the worn-down Nixon. Several factors contributed to Nixon’s poor image. His health problems leading up to the debate had resulted in severe weight loss. A freshly painted backdrop on the set had dried in a light shade of gray that blended with the color of his suit. During cutaways, the cameras caught Nixon wiping perspiration from his forehead. He looked cornered and rattled. Meanwhile Kennedy looked great in front of the camera.

It’s often been pointed out that people who heard the debate on radio thought that Richard Nixon had won, while the millions who watched on TV considered John Kennedy the clear winner. There’s a simple reason for this. Nixon had an excellent presentation, but Kennedy had—or seemed to have—an overwhelming class advantage.

What do we mean by class advantage? It doesn’t mean that Kennedy was wealthier than Nixon, although that was certainly the case. What it does mean is the first important point to understand about class. John Kennedy’s class advantage came in that he seemed cool, calm, and in control. Nixon may have had the content, but Kennedy had the class. Actually, nothing said that night was particularly significant in terms of public policy or world affairs. There were no zingers or sound bites, and the issues that were discussed seem totally irrelevant in today’s world. But what have endured are images of a relaxed and confident-looking John F. Kennedy—clearly the class act, despite that Richard Nixon was much more experienced in government and much better known.

How did this happen? Amid all that has been written about the first presidential debate, three points stand out. We’ll be returning to these points in various forms throughout the book, so as you listen to them now, give some thought to how they may also be present in your life and your career. You may never run for president, but you will surely be facing some of the same decisions Kennedy and Nixon made some fifty years ago. On the surface, those decisions may have seemed to be about technicalities or procedures, but they were really about something else. They were about class—or the perception of class—and about how to most effectively communicate that impression.

First, the participants in the debate were there for very different reasons. For Kennedy, the debate was a positive choice. As a relative unknown, he had everything to gain and little to lose. For Nixon, however, it was a constraint. Worst of all, he imposed the constraint upon himself, against the counsel of those around him. Nixon’s advisers urged him not to debate Kennedy, but Nixon felt compelled to do so. He felt he had something to prove, perhaps to himself more than to anyone else. So his actions were based on insecurity rather than strength.

This is an extremely interesting dynamic—one that can affect any decision-maker, regardless of the external circumstances. The more powerful people become, the more constrained they may feel to prove that they actually deserve their power. They need constant reassurance and support, which often manifests itself in a crew of yes-men so they can head off any self-doubt.

Class never expresses itself unwillingly. Class is always a positive, or even a joyful, choice. Even if your actions are objectively class, the positive effect is canceled if the motivation is negative. And make no mistake: negative motivation always reveals itself, sometimes in unexpected and embarrassing ways.

There is an essential link between class and communication. Class acts are people who can clearly communicate who they are and what their vision is. You don’t have to be the smartest person in the room to be the leader. It is widely accepted by many historians that two of the brightest men to hold the presidency in recent history were Jimmy Carter and Richard Nixon. Carter had a degree in electrical engineering, and Nixon had a law degree from Duke. Yet whether or not you agreed with his politics, Ronald Reagan is remembered as a popular and effective president, the man responsible for winning the Cold War, the Great Communicator. When he said, “Tear down that wall,” he made himself unforgettable. It wasn’t because of any academic degrees he’d earned. It was just because of what he said and how he said it.

Unforgettable people speak in terms of vision. Often, surprisingly enough, it’s not about what they’ve done or will do. It’s about what they can see. They paint the picture of a world that others can’t imagine, and they share their vision with words. They don’t use statistics to make their point; they use vivid imagery.

Being a great communicator requires two distinct qualities. The first is optimism. Pessimism has no class. An unforgettable person looks beyond any current situation to imagine a better time. When will that time come into being? How will it happen? Those are mere details!

Second, a great communicator puts that shared vision into simple words that everyone can understand. It doesn’t help to use a big vocabulary. It does help to use language that can be clearly understood by a truck driver and a scientist—simple, understandable, and repeatable.

Phrases such as I can see or I imagine or I believe are powerful tools. Your thoughts help paint a picture of that image. For example, it does no good to quote statistics showing that when people enjoy going to work their overall productivity and general happiness improve. No one will listen attentively if you assert the importance of developing a series of systems and processes to steadily increase people’s enjoyment of work, so that quality gets better. Those are accurate statements, but who would be inspired by them?

But suppose you said this:

“I imagine a time not too far from now in which every single person who goes to work loves what they do. This is the world I can see. Can you imagine going to work every single day and loving what you do and the people you work with? How do you think that would impact your work or even your personal life? This is the world I imagine and it is possible if we work together to create it. Join me. Choose to lead. Choose to inspire. If you do, I know we will be successful. If you lead those around you, if you inspire the people around you, every one of us will wake up and love going to work. Are you in or are you out?”

The meaning is the same, but the message is very different.

“Ask not what your country can do for you, ask what you can do for your country,” said John F. Kennedy in his inaugural address in 1961. Why was this unforgettable? Why was he unforgettable? Kennedy did not ask us to follow, nor did he ask us to lead. He challenged us to serve. This is the irony of an authentic class act. Truly inspiring and unforgettable people aren’t driven to lead people. They are driven to serve them. This subtle twist of logic earns a good leader the loyalty and respect of those who ultimately serve them back. For people to be unforgettable, they need a following. Why should any individuals want to follow another individual unless they feel that person would serve them and their interests?

The more you are able to do that, the more you will earn the trust of everyone around you. Not because you’re “the boss,” but because you know what people need and you are determined to see that they get it.

An unforgettable person wants to help others become the best versions of themselves. An unforgettable person does not propose to do others’ work for them. Again, the unforgettable person paints a picture of how others can do it for themselves.

And by the way, that’s exactly the intention of this book! So please go on to chapter 2.



CHAPTER TWO


Class in a Crisis

In all areas of life, things happen that seem to be beyond our control or responsibility. During a windstorm, your neighbor’s tree falls onto the roof of your house—or, even worse, your tree falls onto your neighbor’s house. One person becomes ill, while another stays healthy. Joe wins the lottery, while Jim loses his ticket. So much of life is random. So much of it is simply the luck of the draw.

Well, that may be true, but from the perspective of class, it’s not the way to act! If you truly intend to be a class act, if you truly want to make yourself unforgettable, you must accept 100 percent responsibility. You should certainly accept responsibility for yourself, and you should even be able to accept it for other people when they are not in a position to do so. And ultimately, you should even accept it for things that seem obviously outside your control. You may not have caused the tree to blow down, but maybe you could have seen that it could possibly happen if the wind was strong enough. Needless to say, this is a tall order. It isn’t easy. It doesn’t happen by itself. But it is the class way to look at things.

But that’s not all. You not only have to accept total responsibility. You have to make it look easy. If you feel like acting with class is a struggle, you have to hide that struggle at all costs.

Consider this story. Ted drove a truck for a small, familyowned manufacturing company. His wife was about to have a baby. During the delivery, some complications developed that eventually translated into a $20,000 hospital bill. Although his wife and his child were now healthy, Ted had to deal with a real financial problem. Some fine print in his insurance coverage at work raised a question about whether the hospital bill would be covered, and the answer seemed to be no. That, at least, was what the insurance company was telling Ted.

Since there was no way Ted could come up with $20,000, he went to see Warren, the owner of the company Ted worked for. Warren listened to Ted’s problem and said that he would call the insurance company himself. It certainly seemed as if Ted’s expenses should be covered, and if they weren’t, Warren would definitely find out why.

A few days later, Warren ran into Ted at the start of the workday. “I’ve got some good news,” Warren said. “I talked to the insurance company and they’ve agreed to cover your hospital expenses. You won’t be getting any more bills.”

Ted thanked his boss profusely. He really appreciated the way Warren had gone to bat for him. Warren died several years later, and at the funeral Ted told Warren’s wife what had happened. That was when Ted learned the truth: Warren had personally paid the hospital bill. He could afford it, of course, so the money wasn’t really a worry. The only thing that had worried Warren was the possibility that Ted might find out that he’d paid the bill. Taking financial responsibility for someone who needed help was a class act, but letting anyone know about it would definitely not have been.

People with class don’t like to see anyone uncomfortable. It doesn’t matter whether the discomfort comes from a serious problem, as in Ted’s case, or from something relatively minor. The famous songwriter and composer Cole Porter, for example, was renowned for being a class act in every respect. He loved to entertain his friends at his apartment in the Waldorf-Astoria Hotel in New York. On one such occasion, a guest of Porter’s was admiring his collection of fine crystal glassware. Suddenly there was a crash. The guest had dropped an antique bowl worth several thousand dollars. A moment before there had been laughter and singing. Now there was dead silence as Cole Porter rose from the piano and approached the horrified guest. “Oh, did you drop a bowl?” he said as he picked up another piece from his collection. “It’s an easy mistake to make. They’re so slippery.” Then, accidentally on purpose, he dropped the second bowl. “Whoops, now I’ve done it myself,” Porter remarked with a grin. “Like I said, it happens all the time. Don’t worry about it. In fact, welcome to the club.”

How would you have handled that situation? Would the possible embarrassment or discomfort of your guest have been uppermost in your mind? Or would you have worried about the cost of the broken glass and whether you could replace it? Would you have taken responsibility for setting the situation right, even though it wasn’t your fault? In short, would you have responded just like the average person—or would you have been a class act?

Class always finds ways to reveal itself, but the real test of a class act comes when catastrophe strikes. For this reason, people with class train themselves to regard problems as opportunities. It may sound like a cliché, but some individuals live by this precept—and those people are truly unforgettable. The late W. Clement Stone, who created a billion-dollar empire in the insurance business, had a unique way of reacting to bad news. As a matter of personal discipline, he trained himself to exclaim, “Excellent!” no matter how dire the information might seem. Stone was determined to find the positive opportunity hidden in every disaster. If there was no hidden opportunity, he would create one.

As we’ve said, it isn’t easy. But it’s not supposed to be easy.

In 1982, eight people died when someone put poison in bottles of Tylenol that were sold in a Chicago drugstore. The CEO of Johnson & Johnson immediately took full responsibility for what had happened, even though the company had nothing to do with the poisoning of their product. More than 31 million bottles of Tylenol were taken off the shelves and destroyed, at a cost of $100 million. Was this a good decision? At the time, the CEO of Johnson & Johnson was James Burke. As he put it, “The test of an executive and of a company is how it reacts to catastrophe.” In other words, confronting difficult problems is not just something you’re forced to do. It’s the reason you are where you are, and it’s a chance to show who you are and what you are.

It’s a matter of setting a higher standard for yourself, and then living up to it—which is not a bad start toward a definition of what “class act” really means.

APPEARANCE AND REALITY

The clinical psychologist Taibi Kahler, Ph.D., has done some insightful studies on human motivation. Specifically, Kahler has identified a number of specific beliefs that cause people to take action in their lives—sometimes with positive results, but often with self-sabotaging results. When people behave in ways that seem to lack true class, it’s not because they intend to do so. On the contrary, their motivation may be quite positive, but also misguided. To understand how this works, studying Taibi Kahler’s four motivating drives can be helpful.

Kahler identifies the first motivating drive as the need to be “perfect.” That means, as Kahler puts it, “You must be perfect. You must be correct in every way. You must succeed in everything you do. And you must always win.”

We can see how this belief affected Richard Nixon in his first presidential debate. He felt compelled to participate, to meet the challenge, and to win—despite the many obvious reasons for doing otherwise. He wanted to be a “class act,” which in itself is a positive intention. The problem was, he was acting out of fear. He was afraid of being seen as less than perfect. Unfortunately, that is exactly how he came to be seen.

Other potentially self-sabotaging drives include:

• The wish to seem strong at all times. This is based on a fundamental misunderstanding, that is, that never showing vulnerability equates with strength.

• A feeling of urgency and a need to be “in the lead” at all times. While a significant number of very successful people were identified as outstanding from the beginning, many more were not. The need to be “the youngest millionaire” or “the top performer under the age of thirty” is a trap no one should fall into. Yet many people do.

• The desire to please others at all costs, and to have this validated by acknowledgment and praise. Deserving and receiving recognition can be worthy impulses, but not when you need others to tell you whether you have done well. Similarly, it’s good to be accommodating of others’ wishes, but not when there’s an underlying belief that you’re not “good enough” unless other people are pleased with you.

THE CARNEGIE CONNECTION

Although the word class does not often appear in his books, the concepts that we’re discussing here are fundamental to Dale Carnegie’s work and to the impact he’s had on millions of people’s lives. Let’s look right now at some of what Dale Carnegie had to say along these lines. I think you’ll see how closely related these ideas are to the ideas we’ve looked at so far—especially the importance of accepting responsibility, and seeing that responsibility as an opportunity rather than a burden.

As we’ve said, this isn’t rocket science. Class doesn’t need to be complicated. In the Nixon-Kennedy debates, we saw how some basic ideas about making a good first impression and appropriate behavior turned out to be hugely important.

How do you feel about the way you dress, for example? Do you regard looking well-groomed and well-dressed as a bother or as an opportunity? What about the condition of your work space or your office? In these seemingly personal matters, are you congruent to or divergent from the image of your company or organization?

If you feel a need to be different in these areas—to “march to your own drummer”—you may be making a mistake. This is not about freedom versus conformity. It’s really about self-interest in the simplest and most positive sense. When Richard Nixon wore a gray suit for his debate, maybe he saw it as a chance to show that he could wear whatever color he wanted. Maybe someone told him to wear a dark-colored suit that would show up better on TV, but he asserted his right to be different and choose his own clothes. But no one in the audience was thinking in those terms. Instead, they simply responded negatively to the way Richard Nixon looked. People who couldn’t see him—those who were listening to the debate on the radio—liked what Nixon had to say. But for those who could see him, his message was canceled out by his appearance. It was that simple.

Now let’s look at the same issue from the opposite angle. When people are speaking to you, do you listen with full attention or are you distracted by their appearance, their phrasings, or other details? Is listening a matter of waiting for the other person to stop so that you can start talking, or is it a skill that you genuinely want to develop? It’s amazing how rare good listeners are, and by becoming one of those rare people, you can take a big step toward making yourself truly unforgettable.

How do you react when someone says something that you disagree with? Do you find certain topics or certain people immediately irritating? We all have our hot buttons, but here again, an important aspect of class is to be in control and to accept responsibility. When someone says something that seems totally off-the-wall, he or she may indeed be an uninformed person. But it’s not your responsibility to inform the world of that. Your responsibility is to respond with coolness, calm, and control—in a word, with class.

The title of Dale Carnegie’s most famous book is How to Win Friends and Influence People. The title is known around the world, and its simplicity is one of its strengths—but to really understand that title, we need to look closely at one word. Surprisingly, that word is and. In ordinary conversation, and is just a linking word, a conjunction. But here those three letters have a more important function. And in the title of Dale Carnegie’s book really means “in order to.” The two parts of the title don’t just coexist. One part grows from the other. It’s not just a matter of making friends and influencing people. Making friends allows you to influence people. Making friends gives you the power to influence people. In the fewest possible words, gaining affection confers respect.

Regarding this, let’s say it one final time: it’s not rocket science! It’s simple. Not necessarily easy, but definitely uncomplicated. Let’s conclude this chapter with a number of principles—not just to bear in mind, but to act upon, starting today.

First, as part of your commitment to yourself as a class act and an unforgettable person, don’t criticize, condemn, or complain. Period. Why not? Well, do you enjoy listening to other people’s complaints? Does hearing someone condemn someone else endear you to that person? Does hearing a list of criticisms from someone incline you to be positively influenced by the person? I think the answers to these questions are self-explanatory.

Instead of criticizing or complaining, create in yourself feelings of appreciation and gratitude. Don’t do this because you want to be a Pollyanna. Do it out of positive self-interest. Once again, how do you feel around people who are positive and appreciative? The chances are, those are the kinds of people you’ll want for your friends. And as Dale Carnegie showed, friends are the people who influence us. We generally want to forget about people who are habitually negative, but genuinely positive people are not just memorable—they’re literally unforgettable.

What’s the best way to show appreciation, gratitude, optimism, and other positive feelings? Once again, what you say can be canceled out by how you look—so smile! What could be simpler? There’s really no need to go deeply into the benefits of smiling, but it’s interesting to note what research has shown. Smiling—that is, flexing the muscles of the face—stimulates the production of certain neurochemicals in the brain that are associated with feelings of pleasure and well-being. At the most basic biological level, smiling is good for you.

And laughing may be even better than smiling. More than twenty years ago, Norman Cousins wrote a bestselling book describing how he watched movie comedies to deal with a serious illness. Since then, there have been many studies of the physical and emotional effects of laughter. One interesting study tracked the frequency with which people laugh at various stages of life. At the age of three, we’re really laughing a lot—hundreds of times a day. From then on, however, there’s a gradual lessening of laughter over many years. But then something interesting happens. Some people start laughing more, and others stop laughing altogether.

Part of this may reflect genetics, but remember, an essential aspect of class is taking 100 percent responsibility. It may be that it’s simply “natural” to become unhappier as we grow older. But that doesn’t mean you have to let it happen. It may also be natural to become physically weaker and to gain weight, but millions of people have made it a priority to resist that process. You can make a commitment to keep your emotions positive just as you can to keep your body healthy. But commitment is a key word. It doesn’t happen by itself. It doesn’t happen easily. As we’ve discussed, class in general doesn’t happen easily. You just have to make it look as if it does!

In the next chapter and those that follow, we’ll be looking at specific aspects of class—what they are, how you can develop them, and how they can benefit you and those around you. But the concept of total responsibility that we’ve introduced here in chapter 2 is the foundation on which everything else is built.

You have the power to be a class act. You have what it takes to be a truly unforgettable person.



CHAPTER THREE


Inspiration, Not Imitation

Talk to anyone who’s working in human resources at a major corporation and you’ll hear a paradoxical message. The good news is, people applying for managerial positions are better qualified than ever. They have glowing academic records, often including degrees in business or accounting. They have solid work experience, with sincere letters of recommendation from their supervisors. They present themselves effectively in interviews, with excellent knowledge of the company they hope to work for, and of the economy as a whole.

The bad news is, everyone looks great on paper and in interviews, but everyone also looks exactly the same. People have figured out how to present themselves as competent, qualified managers who won’t make waves and who won’t make mistakes—but nobody is able to say, “I’ve got ideas that are really new and different!” People are afraid to present themselves as innovators, and consequently innovation itself has become a lost art.
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