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With The One Minute Manager Ken Blanehard and

coauthor Spencer Johnson forever changed the way

we approach management by introducing their Three

Secrets: One Minute Goals, One Minute Praisings

and One Minute Reprimands. The book became

an international bestseller and remains a timeless

classic. Blanehard, along with coauthor Margret

McBride, presents the 4th Secret, a concept that,

when implemented properly, is one of the most pow

erful actions for improving company and employee
morale. This is a book that can extend well beyond

the business realm and repair relationships that we

thought were broken forever.

Using Blanchard's signature breezy style, The 4th

Secret of the One Minute Manager tells the story of a

bright young man, Matt Hawkins, who wants to help

his mentor, the company president, face and deal

with some crucial mistakes. For advice, Matt turns to

family friend Jack Peterson, known by everyone as

the One Minute Manager. What begins as a beautiful

country weekend turns into an enlightening few days

when Matt discovers how to take action effectively

when we have done something wrong. Through this

engaging parable, Blanehard and McBride teach read

ers step-by-step how to accept responsibility for their
errors and deal with the cause of the damage while

maintaining a genuine sense of integrity.

(continued on back flap)
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Advance Praise for

THE 4TH SECRET OF THE
ONE MINUTE MANAGER

"This book will help any leader understand how
to effectively increase their own self-worth, while
developing a culture of honesty and integrity-based
communications."

—John Assaraf, founder of OneCoach, Inc., author
of Having It All and coauthor of The Answer

"This powerful little story gives us a strong message
about true leadership, whether you are the CEO,
management, or a sales rep. This message is critical
in building a thriving business with people who trust,
appreciate each other, and understand that the good of
all is, ultimately, the good of the company."

—Lucinda Bassett, CEO of Midwest Center for
Stress and Anxiety, Inc., and author of From
Panic to Power

"The 4th Secret of the One Minute Manager is a great
read for those who think they're perfect AND those
who know they're not."j

—Heather B. Bauer, RD, CDN, founder of nu-
train nutrition counseling center and coauthor
of The Watt Street Diet

"I use the wisdom of The 4th Secret in teaching
my graduate students who want to manage political



campaigns. If these concepts can work in politics, they
will work anywhere!"

—Bob Beckel, political strategist and coauthor of
Common Ground

"The best time to have learned this secret is many
years ago; the second best time is NOW. I'm so, sovery
glad I read this book!"

—Bob Burg, coauthor of The Go-Giver

"I cannot begin to tell you how many times I quote The
4th Secret of the One Minute Manager and all I have
learned from it. It really has affected my management
style and the corporate approach at Colin Cowie
Lifestyle. I have watched so many of my employees
blossom and growbecause of it."

—Colin Cowie, author, television personality and
celebrated designer

"The real value of The 4th Secret is what comes next:

Without taking responsibility, you can't fix the problem,
and you probably won't learn anything."

—Robert Engler, M.D., professor of medicine
emeritus, cardiovascular research consultant

"Whether you're an entrepreneur or corporate
executive, The 4th Secret is a MUST READ! I'd call
this one of the MOST important secrets to succeeding
in business."

—Cameron Johnson, author of You Call the Shots



"I will use this sage, practical advice, and hope
everyone else will do the same. Teach this method to
your loved ones, friends and everyone else whose lives
you touch."

—George Pratt, Ph.D., chairman, psychology,
Scripps Memorial Hospital, LaJolla, California,
andcoauthor ofInstant Emotional Healing

"Thankyou, Margret McBride and Ken Blanchard, for
turning on a lot of lightbulbs!"

—Lynn Schenk, California congresswoman (fmr.)

"There are few things as liberating as the willingness
to freely admit a mistake. And what could be simpler?
Blanchard and McBride have provided us with how
to say those three little words that mean so much: T
was wrong/ Everyone could benefit from The Fourth
Secret]"

—Susan Polis Schutz, cofounder of Blue Mountain
Arts, author of To My Daughter With Love on
the Important Things in Life

"We are all managers: managers of others, managers
of ourselves—professionally and personally. The 4th
Secret of the One Minute Manager guides the reader
through an easily applicable process that results in
honesty and integrity for the everyday manager."

—Gayle Tauber, cofounder of Kashi Cereal
Company



"This isavery important and elegant parable. With the
realistic admission to ourselves and to others that we

have made a mistake, humanitybecomes wiser."
—Marshall Thurber, founder of the Positive

Deviant Network

"I have never met anyone who didn't have moments
where an apology wasn't in order. Not justany apology
will do, however. The 4th Secret gives clear and
compelling insights into the wrong way and correct
way to apologize. It is an amazing and simple rebound
strategy when our words oractions have brought harm
to others."

—Mick Ukleja, founder of the Ukleja Center for
EthicalLeadership, California State University,
Long Beach; and coauthor ofWho Are You and
What Do You Want?

"The most compelling thing about this book is the
emphasis itputs not only on the importance ofhonestly
confronting a mistake but taking responsibility and
changing behavior—not just words but the actions."

—Mary Lindenstein Walshok, associate vice
chancellor, University of California, San Diego

"As a teacher for the San Diego County juvenile court
and community schools, I have daily contact with
children andparents unable toeffectively communicate
with each other. Families willbenefitfrom reading this



book together: They will learn a powerful method for
maintaining emotionally healthy relationships."

—Trudy Atchison, M.A. Ed.

"The 4th Secret offers timeless lessons onfacing reality.
This simple advice is priceless."

—Rosanne Badowski, executive assistant to Jack
Welch and author ofManaging Up

"It's a must-read. Any person inany type ofrelationship
—marital, filial, or professional—has to read this book.
The story of Lincoln's apology will be an example to
me for the rest of my life."

—Joel Bauer, vice chairman, Department of
Surgery, Mount Sinai School of Medicine, New
York

"The 4th Secret ofthe One Minute Manager is a book
that can change your life. It can even change the
world. Buy it. Read it. Make it part of your life. You
wont be sorry!"

—Sheldon Bowles, coauthor of Gung Ho! and
Raving Fans

"Aquick, enjoyable readthathas thepowertoaccomplish
a lasting and profound personal transformation. It's a
message that will resonate from the boardroom to the
mailroom."

—Roger Gittines, coauthor of Managing Up and
Dont Fire Them, Fire Them Up!



"The book you need tohelp repair business orpersonal
relationships that otherwise might be lost."

—Paula Hauer, former vice president, DowTheory
Letters, Inc.

"In The 4th Secret Ken Blanchard and Margret
McBride give you not just the whys and the hows, but
the actual words to use."

—Marjorie Hansen Shaevitz, M.A., M.F.C.C,
author ofThe Superwoman Syndrome and The
Confident Woman

"The beauty of The 4th Secret is its simplicity. It's the
golden rule expanded tofit every situation, and anyone
canuse it in theirworkplace orjustto make their lives
better."

—Jeanne Jones, author of the syndicated column
"Cook It Light"

"The 4th Secret of the One Minute Manager is an ode
to humility. In concise, simple language it carries a
profound message: that leaders must not be afraid to
admit their mistakes and correct them instantly."

—Laurence Kirshbaum, founder and president,
LJK Literary Management

"Ken Blanchard and Margret McBride have created a
simple yet powerful little book that helps us all bridge
the gap between the 'shoulda dones' and the 'dids' of



day-to-day life. Aquantum leap into compassion. You'll
feel better for it."

—Kenny Loggins, singer, composer and author

"One of the most important success factors is the
willingness to admit you were wrong. The 4th Secret
of the One Minute Manager is a must-read."

—Paul J. Meyer, founder of Success Motivation,
Inc., coauthor of Chicken Soup for the Golden
Soul and author of Unlocking Your Legacy

"A business parable for our time that reminds us all
of the values of integrity, honesty and self-respect.
An invaluable resource for anyone who needs to say
they're sorry."

—Robert J. Nugent, former chairman and CEO,
Jack in the Box, Inc.

"McBride and Blanchard offer readers a simple yet
effective way to understand and implement emotional
healing in the aftermath oflife's missteps."

—Stephen M. Pfeiffer, Ph.D., executive director
of the Association for the Advancement of

Psychology

"This marvelous book makes a compelling case for
having one of the fiercest conversations knownto man.
This book shows us how."

—Susan Scott, author of Fierce Conversations



"Every businessperson needs to read this book. I
am ordering copies for everyone I work and do
business with. Most businesspeople do not realize how
empowering a One Minute Apology can be in their
professional andpersonal interactions."

—Ivor Royston, M.D., managing member of
Forward Ventures, San Diego, California

"The 4th Secret of the One Minute Manager is an
instant classic and worthy companion to The One
Minute Manager It's must-reading and especially
timely in the post-Enron business world."

—Sheldon Siegel, San Francisco attorney and
bestselling author

"Our work and our world cannot do without the

messages in The 4th Secret Read this remarkable,
beautiful and essential book. Get back to where you
once belonged."

—Stan Slap, international management consultant
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To allofus who could have made life better at work
and at home with afew well-timed and sincerely
delivered apologies.
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Foreword

Spencer Johnson, M.D.

The 4th Secret of the One Minute Manager is the story
of a corporate leader who, in the middle of these
changing times, has made the kind of mistake we see
all too often in the headlines of our newspapers.

It iseasy towonder how such smart andapparently
successful people cangetsofar offtrack and lose sight
of what's really important. Then, all too often, we see
them compound their mistake by not acknowledging
that they are wrong and not apologizing for what they
have done in a way that makes good sense—by
changing their behavior.

And of course if we watch the real-life drama

unfold, the situation, uncorrected, usually gets worse.
Yet howmany ofus can see ourselves in these stories—
even though we may not have similar positions or have
made similar mistakes? We have all invariably made
mistakes of our own.



x I Foreword

In the story that follows, you can discover what
you can do in business or life to recognize when you
have been wrong and to apologize to the people you
harmed in a way that can make a bad situation into a
better one.

Few things are more powerful than having the
common sense, wisdom, and strength to admit when
youVe made a mistake and to set things right.

Ken Blanchard and Margret McBride show us a
great way to deal with our mistakes successfully
through the eyes ofayoung manwho learns the secrets
of a meaningful apology.

In the opening chapter, we see the company
president s dilemma. Thenthe young man goes to The
One Minute Managers summer lake home, where he
gains important insights intohow he can help.

The young mans journey brings us to our own
discoveries about what we can do to make things
better, at work or at home, with our own one minute
apologies.

If our leaders used this book to make needed

changes, our world would be a better place to live in.
But whywait? We can use The 4th Secret of the One
Minute Manager ourselves to improve our own world
and enjoy the tremendous results.



Foreword I xi

The 4th Secret of the One Minute Manager is
more than a technique. And it is certainly more than
just words. It is a useful way to think and live more
successfully.

I hope you enjoy reading the story andbenefiting
from it as much as I have.
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The Journey

a "nee there was a bright young man named Matt
who set out on a life-changing journey. A major crisis
at the company where he worked troubled him greatly
and sent him on his quest. Little did he know that he
would soonlearn abouta secretpowerthat was known
to only a few, but would soon be valued bymany people
throughout the world.



21 The Journey

It was a Fridaybefore a three-day Fourth of July
holiday weekend. Anemergency meetingof the board
of directors was in progress in the company's
boardroom. Matt's boss, the photogenic and dynamic
president and CEO, David J. Roberts, was speaking
from the head of a long table.

Atfirst, Roberts spoke confidently ashe described
the nature of the company's problem. However, his
demeanor changed when members of the board
respondedwith specific questions:

How long has this been going on? When was the
first time you learned of this? Why didnt you take
action before now? Couldnt you have seen what the
consequences ofsuch actions might be?

Refusing to take responsibility, Roberts became
angry and defensive, which only made things worse.
His voice became louder, his tone harsher, and his
attitude more stubborn.

The board members had never heard Roberts talk

like this before. When he stopped, everyone in the
room was silent, stunned bywhathad just happened.



The Journey 13

As Roberts's chief assistant, Matt Hawkins had
been in many other board meetings at the president's
request,but he'd neverseenonelikethis.Thepresident's
behavior came as a shock, because Matt so admired

him. As a matter of fact, right after Matt graduated
from business school, Roberts had recognized his
potential and gave him his first big opportunity.

What would happen now?
Is this the beginning of the end? Matt thought,

feeling his heart sink. How willourcompany survive?
He knew that David Roberts needed to take a new

course of action, or everybody's position would be in
jeopardy. Indeed, even the future of the company was
at stake now.

Matt listened as the chairman of the board

addressed the president.
"Well, we've heard all of your excuses and

rationalizations," the chairman began. "Frankly, I am
unimpressed. If we don't resolve this quickly, our
company's reputation will be ruined, along with our
stock value.



41 The Journey

"On Tuesday morning after the holiday weekend,"
the chairman continued, "we will meet here again.
Because of your history with us, you deserve an
opportunity to set the record straight. Between now
and then think carefully about what you plan to do
and what you will say to us. If.you haven't come up
with an effective way to restore our confidence, we
may have to look for newleadership."

The chairman abruptly called for adjournment.
Visibly shaken, Roberts stood up to leave the room.

Mattrosefrom hischairandopenedthe boardroom
door for his boss. As the president strode past, he
signaled for Matt to follow him to his waiting car.

"Please leave word on my voice mail where you
are going to be this weekend in case I need to reach
you," Roberts said. "If possible, I would like youto join
me in my office at 7:00 A.M. Monday to prepare for
Tuesday's meeting."

As the car sped away, a sense of dread came over
Matt. He knew his boss was making a huge mistake.
Everyone on the board seemed to see it except the
president himself. Matt thought, What can I do to
help?



The Journey 15

Back in his office, Matt pondered the situation.
What could his president possibly say to the board of
directors Tuesday morning to avoid his downfall?
Where can I find the answers that will help him see
things differently and setthings right? Matt wondered.

Then he remembered his late father's advice: "If

you everneed help, callmy good friend, Jack Peterson.
There's a good reason everyone refers to him as The
One Minute Manager. He's the only person I've met
who can simplify complicated issues in a way you will
know exactly what to do—and then be able to do it in
a minute. He's my most trusted friend and he'll always
be there for you."

Matt calledJack Peterson's office and learned that
Jack was vacationing at his lake house with his wife,
Carol, and their kids, Annie and Brad. Hearing that
brought back many happy memories of when he and
his family visited them every summer. Brad and Annie
were almost like a brother and a sister to him. Yet it

had been five years since his last visit and now he
regretted not staying in touch.

Matt left amessage onJack's voice mail summarizing
theproblem and saying that heneeded expert advice by
Monday at the latest, but certainly understood if Jack
didn't want to interrupt his vacation with his family.



61 The Journey

Later at his apartment, Matt got the call he was
waiting for.

"Of course, I'd love to help you!" Jack said
enthusiastically. "There's a powerful new secret I've
been teaching people. It sounds like it's exactly what
your president needs right now. Once people put this
secret into practice, they solve problems and improve
relationships in ways theynever believed possible."

"I can't wait to hear all about it," said Matt.
"It's more than we can cover in this phone call.

Join us for the weekend! You'll see your problem from
a new perspective up here at the lake. Bring your golf
clubs and we'll have fun as we solve your problem.
Carol justbooked you onthe 7:30 P.M. commuter flight
and Brad ispicking you up at the airport. Annie arrives
tomorrow morning. We're all excited about seeing
you! Everyone here is an expert on the new secret—
including Nana!"

Matt's spirits soared and he immediately
accepted.

"Regarding my new secret," said Jack, "on your
way here you might give this some thought:



The Toughest Part
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The Fourth Secret

O "n thewaytothe airport, Matt called thepresident s
voice mail, told him where he could be reached and
confirmed the Monday morning meeting. Hearing
the presidents voice mail greeting rekindled Matts
anxiety.

After Matts flight landed, Brad met him at
baggage claim. They gave each other a hearty hug and
talked the entire drive to the lake house. When they
arrived, Jack andhis wife, Carol, greeted Matt warmly
and told him how happy they were that he was back.
As he walked through the living room, Matt noticed
that little had changed. The cozy, comfortable
furnishings still invited a wonderful sense of
relaxation.

Jack offered Matt a cold drink and they all spent
time catching uponone another's lives. Then Brad and
Carol excused themselves to give Jack and Matttime to
talk privately.

Jack got right to the point. "You are here for such
a short time, lets set some goals about what you want
to accomplish this weekend."
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"My first One Minute Goal is to get your advice
about how I might help my president. Under different
circumstances, I would love to play golf with you, but
getting a handle onthis problem could take allweekend.
If only things could have gone differently. Maybe I
should have—"

"Matt, you'll have plenty of time to do anything
you like and solve your problem," Jack replied, "once
you stop using phrases like should have, could have,
would have and ifonly. Those are worry words.' They
make you feel overwhelmed, discouraged andconfused.
They are time wasters that keep you stuck in the past
and prevent you from moving forward with your best
course of action. They also get in the way of being
honest with yourself."

Matt looked puzzled.
Jack smiled and said, "Do you want to look back

on this weekend as a time spent agonizing over things
from the past thatyou can't change? Ordo you want to
remember it as the weekend you learned a powerful
new way to make things better?"



101 The Fourth Secret

"Of course, I'd rather learn how to make things
better," answered Matt.

"Then let's go outside. The fresh air has a great
effect on me andI do my best thinking outside. That's
why I like to come uphere." Hegot up and led Matt to
the porch overlooking the lake.

Matt looked out at the pine trees silhouetted
against the hills, the moon reflecting on the water
below, and the lights flickering from the cabins across
the lake.

Jack sat inone ofthedeck chairs and motioned for
Matt to do the same. "Before we get started, let me
share something important with you."

"Of course."

"Do you know what appealed to me most about
your voice mail?"

"What?"
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"You said you worked for someone you had
admired, the company was in trouble, andyou wanted
to find a way to help. Do you know how rare that is?
Many people say, 'Hey, that's not my problem.' They
separate themselves from the situation and steer clear
of anyone involved. Mentally, they jump ship. Once
things blow over, they act as if nothing happened.
When someone as loyal as you cares enough to stay
involved, I'll go to any length to help."

"Thanks, but don't forget that David Roberts gave
me a wonderful opportunity after I graduated," Matt
replied. "I learned a lot from him when he was at his
best. He was a really great mentor. I wouldn't feel very
good about myself if I bailed out on him and the
companywhen I knowboth are in trouble."

"I admire your attitude."
"Thank you," said Matt. "I also enjoy being partof

a dynamic company and believe it's still possible for
us to have a bright future. I'd like to understand how
things went so wrong, so fast. The whole situation is
now such a mess. I hardly know where to begin."



121 The Fourth Secret

The moon rose higher andshimmered on the lake
as Matt described what happened. When he finished,
Jack turned tohim and said, "Given what you have just
told me, I agree that this situation is more serious than
I expected. I understand why you're concerned. If
some well-thought-out action isn't taken soon, your
whole company could go down—and very very quickly
at that."

After a pause, Jack continued, "The fact is, there
is only one thing your president can do to make things
dramatically betterfor everyone concerned."

"In your phone call you spoke about a new secret.
Is that what you have in mind?" asked Matt.

"Absolutely Done properly, it's one of the most
powerful things anyone can do torepair abad situation
—even one as serious as your president's."

"Please tell me all about it," replied Matt.
"For more than twenty-five years I have been

using three management secrets," said Jack.
"I know," interjected Matt. "One Minute Goals,

One Minute Praising and One Minute Reprimands.
They're known as the One Minute Manager's three
secrets. I use them all the time."
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Jack smiled, saying, "Yes, I noticed when you
mentioned your One Minute Goal for this weekend.
You remember well. Overthe years I've been asked to
teach the threesecrets tocorporations, andnow they're
used in businesses and organizations of all kinds,
including schools and hospitals around the world.
People value the three secrets because they work.
Recently, someone asked me, 'What happens when
managers use the three secrets to setgoals, decide who
and when to praise and reprimand, but they get it
wrong? All managers make mistakes once in a while.
When they're wrong, how can they get back ontrack—
fast and effectively?'

"That's when I knew it was time to introduce the

fourth secret—The One Minute Apology. This secret
boils down to a One Minute point: the minute you
realize you have made a mistake, you need to
apologize."

Matt said, "That makes sense, but in this situation
my president has made some very serious mistakes.
Will apologizing be enough?"



141 The Fourth Secret

"Not if the apology is empty words," Jack said.
"The power of the One Minute Apology lies with a
person's actions, intentions and sincerity, not in what
they say."

"Because whattheysay may have norealmeaning,"
added Matt.

Jack nodded.
Matt openedhis journal and wrote:
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161 The Fourth Secret

"You callit the One Minute Apology, which makes
it sound simple, yet I getthe sense there's a lot more to
apologizing than I used to think," observed Matt.

"Dishonesty poisons relationships and the
consequences aredire," Jack said. "For example, ifyour
president doesn't admit his mistakes and deal with
them right away, he'll lose the trust and respect of
the board, and careers and relationships will be
damaged."

"So apologizing has the potential not only to
correct a wrong, but also to restore the confidence
others have hadin you. What should he do first?"

"He needs to make an obvious change in his
behavior. For a start, he can drophis arrogant attitude
andgetback tobeing human again. With a OneMinute
Apology he can step up to the plate, admit he was
wrong and deal with what really caused the damage—
instead of distracting everyone with the symptoms."

"It's hard to believe my president could do all of
that in a minute," remarked Matt.
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"That's why it's called the One Minute Apology—
it canbe said in a minute once you know how to do it.
Thinking it through is the part that takes time. What
most people forget is that no one wants to listen to an
apology for more than a minute!

"In a One Minute Apology, there is no time for
excuses, self-victimization ordrama. It's simple, to-the-
point, clear and very effective. Saying it takes only a
minute but becoming completely honest with yourself
and taking responsibilityforyour mistakes before you
apologize takes longer. Unless you do that, it won't be
effective."

"I see," said Matt thoughtfully.
"Your president's problem," said Jack, "as with that

ofmany leaders insimilar situations today, began when
he was unwilling to admit to himself that he did
something wrong. It's his job to accept responsibility
for his actions. In your president's case, he's captain of
a ship that's going under fast. But he isn't the only one
going down; he's taking the company—everyone's
livelihood and future—with him, rather than
confronting his problems.

"As you get older, Matt, you'll discover that the
core of most problems is the same," said Jack. "Only
the names, dates andplaces change."

"What's the core of most problems?" Matt asked.
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Jack continued, "Any problem begins to spin out
of control the minute you avoid dealing with the
truthr

"I think you've identified my president's problem,"
Mattsaid. "When I first met Roberts, I thought he was
a champion among champions, a model of integrity—
someone who wanted to hear and speak the truth. But
as his success increased, he began to lose touch with
reality. His growing sense ofself-importance has made
it difficult for him to admit the truth and do the right
thing. I'm even concerned that hehas lost sight ofwhat
the right thingis anymore."

"People who pretend 'it never happened' or that 'it
wasn't my fault' are in denial because they've lost touch
with the truth. They can't apologize because they
rationalize that they're not at fault. They can't admit
they are wrong."

"Why don't people want to face the truth?"
wondered Matt.

"They're afraid to confront the truth," began Jack.
"There is either right or wrong. The truth of right or
wrong doesn't give people much wiggle room,' and
for some, that feels very uncomfortable—especially if
they're living a lie. They don't know how freeing the
truth is, because they've never really experienced it."
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Matt immediately caught on. "That explains why
my president is defensive and unwilling to listen to
criticism. Lately if anyone tries to tellhimthe truth, he
shoots the messenger. I've found myselfkeeping anyone
or anything with negative information from my boss,
justtoprevent him from getting angry andtaking it out
on me and the other members of the staff. The serious

implications of what you're saying are getting to me.
I have a lot to think about right now. I'd like to take
some time to let this sink in."

"That's a good idea," said Jack. "Why don't we call
it a day?"

"I agree. So, I guess we've pretty much covered
the subject ofthe One Minute Apology?" Matt asked,
rubbing his tired eyes.

"No, we've only touched the surface. There are
two vital parts of the One Minute Apology that we'll
cover tomorrow: honesty and integrity. As you'll see:
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"Annie arrives in the morning. Whydon'tyou talk
with her about the first part of the One Minute
Apology—honesty. She knows the topic inside andout.
Then, after breakfast, we'll motor across the lake to see
someone who's looking forward to seeing you—my
mother, Nana. We're going tojoinher topick vegetables
from her garden for tomorrow's 4th ofJuly dinner. We
hope you'll join us. Nana has great advice about the
second part of the One Minute Apology—integrity.
Later in the afternoon we can play golf, if you like."

"I really thinkI should be concentrating onhaving
a plan for my meeting with Roberts on Monday
morning," said Matt.

Jack chuckled. "Life is not all work, Matt—it's also
about having some fun, too. Being able to take time to
do something you enjoy while you're solving problems
is a sign that you are in charge ofyour life."

"My father said I could always trust you to steer
me in the right direction," Matt said, walking toward
his room. "Dad, as usual, was right! See you in the
morning."

"Your dadwas my best friend and I sure miss him.
It's like old times having you here with us. Glad you
came up. Good night, Matthew."
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Saturday morning, Matt awoke at seven o'clock,
went to the kitchen, and made a pot of coffee. He took
his notebook and coffee outside, careful not to disturb
anyone. When he got to the end of the dock, he sat
down and watched the neighbors on their docks,
decorating their boats, putting up flags and stringing
lights in preparation for the 4th ofJuly celebration that
evening.

Reviewing his notes from the previous night, Matt
was soon engrossed about ways he might apply what
he was learning to his problem at work. Soon he was
interrupted by the sound of tires on the driveway. He
looked up to see Jack, Carol and Brad come out to
greet the driver of the car. He knew from their
enthusiastic expressions that it had to be Annie. Matt
leapt up from his place on the dock and ran up the
stairs two at a time.

"Dad said you were going to be here," Annie
said as she gave him a warm hug. "It's great to see
you."
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Matt said, "Great to be here! It's been way too
long, andI takefull responsibility for that. Here, let me
take your bag in."

"Who's hungry?" asked Carol.
"We are!" was the general consensus.
Over breakfast Annie asked, "I'm curious, Matt.

What brought you back?"
"I have a problem at work and I'm looking for an

answer. Your dad has been teaching me about the One
Minute Apology."

Jack turned to his daughter andasked, "Annie, are
you comfortable talking about—honesty andadmitting
you were wrong?"

"Considering all the practice I've had, I'd love to!"
she joked, andeveryone laughed as theyrecalled some
of Annie's outrageous teenage escapades.

When the kidding subsided, Annie got serious,
saying, "Honesty and admitting you are wrong are
about you andcoming togrips with what you did—and
then making sure that anyone you harmed knows that
you know you made a mistake. This requires being
honest with yourself and letting go of being right. The
way I think about it is:
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"Kidding yourself is an expensive habit that has no
reward," said Annie.

"Self-deception comes at a high price," Matt
agreed.

"Once you're honest with yourself," Annie
continued, "take full responsibility for what you did
and any harm done to someone else. That requires
both humility andcourage. Dad says great leaders give
everyone else credit when things go well and take full
responsibility when things go wrong. Whereas self-
centered leaders take credit when things go well and
blame everyone elsewhen things gowrong."

Matt thought, the selfcentered leader describes
my president's behavior in front of the board
yesterday.

"When you're honest, you let go of the contrived
story or excuses you've told yourself and realize you
need to apologize to anyone you've offended, regardless
of the outcome," Annie said.



Honesty 127

"How do you know when the person you've
harmed understands that you now realize you made
a mistake?" asked Matt.

"The most effective way is to first feel it yourself.
That happens ifyou're honest withyourself, take action
and admit to the other person that you were wrong.
Think of it like this:
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"We all make mistakes. What loses the trust and

respect of others is when we refuse to admit our
mistakes. Then people conclude that if we can't be
honest about this situation, we lie about other things,
too."

"If that's the case, why don't people apologize
sooner?" asked Matt.

Annie answered, "To some, apologizing isregarded
as a weakness rather than a strength."

"Why?" Matt asked.
"Some people have a need to always be right,"

replied Annie.
"The problem with attempting to be right all the

time is that you try to make someone else wrong," said
Brad.

"Exactly," said Annie. "What an exhausting way to
live—trying to be right all the time. If apologies were
accepted as legitimate responses to making mistakes,
then honesty would replace cover-ups. Anyone harmed
could feel better right away."
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"So," said Matt, "apologizing isn't just about
ourselves, it's about the people we've wronged."

"Right. That's why it's important to be specific,"
said Annie, "and say exactly what you re apologizing
for."

Brad laughed. "When Annie and I were young, we
were experts atvague apologies. If Mom or Dad caught
us misbehaving, we'd say I'm sorry, I'm sorry, I'm
sorry' until we were blue in the face."

"Did it work?" Matt asked.

"Theythought it did," chuckled Carol.
Everyone laughed and Annie continued, "When

you're specific about what you did wrong, share how
you feel about what you did and admit that you're
embarrassed, sad, or ashamed, you make your apology
real."

"Without sharing your feelings," said Jack, "an
apology will seem insincere andmechanical, like you're
going through the motions without being personally
involved. An apology has to feel authentic."
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Matt admitted, "Maybe it's a guy thing, but
describingfeelings is one of the hardest things for me
to do, especially in a situation where I'malready feeling
bad or embarrassed."

"Don't ever think that women have the feelings
subject cornered. It's easy to talk about feelings, but
expressing your feelings to someone else is never easy.
No one finds it easy to admit they are wrong," said
Annie. "That's what I meant when I said apologizing
takes both courage and humility."

Noticing everybody had finished eating, Matt
said, "You've certainly given me a lot to chew on. Let
me summarize what I've learned so far about how

honesty makes a One Minute Apology work:



A One Minute Apology Begins

With Honesty

You're Honest When You:

• Admit to yourselfthat youve made a
mistake and need to apologize.

• Have a sense ofurgency and apologize
as soon as possible.

• Tell anyone youve harmed specifically
what you did wrong.

• Share anyfeelings or embarrassment
you have about the mistake you made.
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fter breakfast, Carol settled in on the living room
couchto finish readingher book. Everyone elseheaded
to the boat to motor across the lake to Nana's house.

They tied the boat to her dock and walked up a
stone path. On each side was a flourishing vegetable
garden filledwith corn, zucchini, string beans, carrots,
tomatoes, cucumbers, a variety of lettuces and
eggplant.

Wearing a wide-brimmed gardening hat, overalls
and canvas gloves, Nana greeted them. "Welcome!
Why Matt, you look exactly like your father did when
he wasyour age. Boy, did he and Jack have good times.
It's sure great to have you back."

Matt gave her a bighug. "Nana, as soon as I learn
to apologize properly, you'll be the first on my list. It's
unforgivable I've stayedaway five years."

"Almost six, but who's counting? I'm so happy
you're here with us now," Nana said. "I've missed
you."
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"Thanks, Nana, I'm gladto be back," replied Matt.
"I've never forgotten your amazing garden."

"All I do isplant the seeds. Natureisveryforgiving
of the mistakes I make," Nana said.

"We've just been talking about making mistakes,"
Matt said, "and the need to apologize for them."

"You're learning the One Minute Apology."
"Indeed I am," said Matt. "So far, I've learned

about honesty from Annie. I hear I'm about to learn
about the integrity part ofa One Minute Apology. Jack
says you have a lot ofwisdom on the subject."

Nana smiled and said, "That's kind of you. Like
myhusbandused to say, 'When all is saidand done, the
most important thing we have is our integrity.'"

"Is there a difference between honesty and
integrity?" asked Matt.

"Yes," said Nana, adding:
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"Admitting you made a mistake means you're
honest," Matt reasoned, "and when you do what you
say you're going to do—orasJack calls it, walking your
talk'—you have integrity."

"Good points," agreed Nana. "When you have
integrity, you're honest regardless of the situation, who
you're with, or whereyouare. It's up to each individual
to become the person he or she wants to be."

"This may sound like a stupid question, but how
do you determine the kind of personyouwant to be?"
asked Matt.

"I'll tell you what I did. About ten years ago, I
wrote my own obituary," saidJack with a smile.

"That sounds kind of morbid," said Matt.
Jack chuckled, saying, "I became interested in

writing my own obituary after I heard a story about
Alfred Nobel."

"Of the Nobel Peace Prize fame?"
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"Yes," said Jack. "It's interesting. Even though the
Nobel Prize is also given for Science, Economics,
Literature, Medicine and Chemistry, Nobel is best
known for the Peace Prize. Yet he wasn't always
involved with peace. You might recall from history that
Alfred Nobel was also involved with the invention of

dynamite."
"Yes, now that you mention it," said Matt.
"After his brother died," continued Jack, "Alfred

was reading the local Stockholm newspaper and had
the unique experience of reading his own obituary.
The paper had somehow mixed up the two brothers.
Can you imagine what that must have felt like?"

"Did it describe his involvement with dynamite?"
asked Matt.

"It did," said Jack. "So much so that Nobel was
devastated to think thathewould be remembered only
for destruction. As a result, he redesigned his life so
he would be remembered for honoring the pursuit of
world peace. It became his driving motivation. How
you want others to think about you in the future can
determine the kind ofperson you want to be."
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"So tellmeif I have this right," said Matt. "Besides
attempting to right a wrong, a One Minute Apology to
yourself about your past is a way to realign who you
have been with who you want to be?"

"That's a great way to think about it," said Jack.
"One of my favorite sayings is:
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"No one's perfect," said Nana. "We all do things
that are inconsistent with who we think we are. People
measure your integrity by how quickly you correct
your mistakes and getback on course."

"When you make amends to someone you've
harmed, you feel better about yourself," said Matt.

"Absolutely," said Nana. "Continually remind
yourself ofyour worth and good intentions by saying,
T'm fine; it's my behavior that trips me up once in a
while.' Never get upset with yourself—only with your
behavior."

"That hits home with me. When my behavior is,
shall we say, poorer thanI want it tobe,I keep thinking
about what I did wrong and can't sleep at night. That
is, until I correct my mistake," observed Matt.

"Like Abraham Lincoln," added Nana.
"Abraham Lincoln?" responded Matt.
"He's one ofmy heroes," said Nana. "Carl Sandburg

wrote about Abe Lincoln's lapse in behavior and I
reread it from time to time to help me remember that
everyone makes mistakes. Let's take a break from the
gardening and I'll show you that story."
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Nana started up the stone steps toward her
cottage, motioning for Matt to follow. She told Matt
to have a seat on the porch while she looked for the
book. When Nana returned, she opened the book and
handed ittoMatt. "This storyshows howthechallenges
of leadership can test who you truly want to be."

Matt began to read:

During the Civil War President Abraham
Lincoln was visited by Colonel Scott, one of the
commanders of the troops guarding the Capitol
from attack by the Confederate forces in
Northern Virginia.

Scott's wife had drowned in a steamship
collision in the Chesapeake Bay when returning
home after a journey toWashington to nurse her
sick husband.

Scott had appealed to regimental command
for leave to attend her burial and comfort his

children. His request had been denied; a battle
seemed imminent andevery officer was essential.
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But Scott, as was his right, had pressed his
request upthe chain ofcommand until it reached
the Secretary of War, Edwin Stanton. Since
Stanton had also denied the request, the colonel
had taken his appeal all the way to the top.

Scott got to his Commander in Chief in
the presidential office late on a Saturday night,
the last visitor allowed in. Lincoln listened to the

story and as Scott recalled his response, the
President exploded, "Am I to have no rest? Is
there no hour or spot when or where I may
escape these constant requests? Why do you
follow me here with such business as this? Why
do you not go to the War Office where they
have charge of all matters of papers and
transportation?"

Scott told Lincoln of Stanton's refusal, and

the President replied, "Then you probably ought
not to go down the river. Mr. Stanton knows all
about the necessities of the hour; he knows what

rules are necessary, andthe rules are made to be
enforced.
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"It would be wrong of me to override his
rules and decisions of this kind: it might work
disaster to important movements. And then, you
ought to remember that I have other duties to
attendto—heaven knows, enough for oneman—
and I can give no thought to questions of this
kind. Why do you come here to appeal to my
humanity?

"Don't you know we are in the midst of a
war? That suffering and death press upon all of
us?Thatworks ofhumanity andaffection, which
we cheerfully perform in days of peace, are all
trampled uponand outlawed bywar? That there
is no room left for them? There is but one duty
now—to fight!

"Every family in the land is crushed with
sorrow; but they must not each come to me for
help. I have all the burdens I can carry. Go to the
War Department. Your business belongs there.
If they cannot help you, then bearyour burden,
as we all must, until this war is over. Everything
must yield to the paramount duty of finishing
this war."

Colonel Scott returned to his barrack,
brooding.
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When Matt finished reading the passage, he
asked, "Is that a true story?"

Nana nodded.

"It just doesn't sound like the Abe Lincoln I read
about in school," continued Matt. "I'msurprised byhis
behavior. I'm not talking about his decision to deny
Scott leave. That may have been the right decision for
apresident tomake during wartime. But itwas theway
he didit that seems offensive. I always pictured Lincoln
as selfless, caring and compassionate, so I'm disturbed
bythe way Lincoln treated Scott."

"Your image ofLincoln is shaken a little."
"That's a generous way to put it," said Matt. "He

showed absolutely no compassion about Scott's wife's
sudden death. He seemed merciless."

Matt reread the section aloud:

Am I to have norest? Why doyou follow me
here with such business as this? . . . You ought to
remember that I have other duties to attend

to—heaven knows, enough for one man ... I
have all the burdens I can carry.
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"What do you think was happening, Matt, that
caused Lincoln to behave like that?" asked Nana.

"The burden of the war had to be weighing on
him, with the daily reports of massive suffering and
the rising death toll. At theend ofthe day, Lincoln had
to be exhausted. So yes, I can see why he might have
behaved as he did. He had some pretty good excuses
for blowing up at Scott."

"There's a big difference between an explanation
and an excuse. An explanation is the reason why
something happened, and an excuse is an attempt to
cover up and not be accountable. Aperson can always
find an excusefor bad behavior!9

"You have a point," admitted Matt. "But that still
doesn't sound like Lincoln."

"Do you think Lincoln would have liked this story
to be a part of his obituary?"

"I seriously doubt it was the image he had of
himself."

"Why don't you turn the page and read the next
paragraph," suggested Nana. So Matt read the passage
aloud:
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Early the next morning, Colonel Scott heard
a rap at the door. He opened it and there stood
the President. He took Scott's hands, held them

and broke out: "My dear Colonel, I was a brute
last night. I have noexcuse to offer.

"I was weary to the last extent, but I had no
right to treat a man with rudeness who has
offeredhis life to his country, much more a man
in great affliction. I have had a regretful night
and nowcometo beg yourforgiveness."

He said he had arranged with Stanton for
Scott to go to his wife's funeral. In his own
carriage the Commander-in-Chief took the
colonel to the steamer wharf of the Potomac and

wishedhim Godspeed.

"What a great One Minute Apology!" said Matt.
"It wasn't just his words. His behavior made the
apology powerful."

"I thought you'd enjoy that," agreed Nana.
"Lincoln was willing to be honest and admit to

himself that he'd done something wrong," said Matt.
"He took full responsibility for his actions and sincerely
recognized theneed toapologize to theperson hehad
offended."
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"He also acted as soon as possible—early the next
morning^9 reviewed Nana. "He was specific: 1 was a
brute last night. ... I had no right to treat a man with
rudeness who has offered his life to his country, much
more a manin great affliction! And he showedhow he
felt about what he did: 1 have had a regretful night999

"You memorized that passage," noted Matt.
"I told you I was a big Lincoln fan," said Nana. "In

addition to being a great example ofhonesty in a One
Minute Apology, Lincoln also demonstrated his
integrity."

"How?"

"He didn't send for Scott, he went to Scott's
quarters himself. The night before he kept insisting
that Scott follow the chain of command, but in the
light of the day, Lincoln couldn't have cared less about
thehierarchy. In many ways, hewas saying, The way I
treated you last night was wrong—I am not proud of
that man's behavior at all. The man you met last night
isn't me at all.'"

"To admit any of those things would be tough,"
said Matt.
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"That's true," Nana agreed. "When we're wrong,
we're often too proud to admit it because what we did
was the opposite ofwho we believe we are. And when
we feel that way, we can't be honest with ourselves,
much less anyone else."

"So ifyou take this further," reflected Matt, "ifwe
can't admit we've done something wrong, we can't
forgive ourselves. We get so down on ourselves that we
end up feeling guilty, rather than admit we did
something wrong. Then we can't forgive ourselves,
when that's the only way to feel good again."

"You're right," said Nana. "The concept offorgiving
yourself sounds simple but it's not always easy to do."

"What makes it so difficult?" asked Matt.

Nana answered, "We have to deal with two facts:
First, we did somethingwrong that needs tobecorrected.
Second, we did something that is at odds with who we
are orwant to be, andhow we'dlike to be perceived."

"I imagine Lincoln had to wrestle with those two
facts during what he called his regretful night," said
Matt.

"Undoubtedly," said Nana. "He must have thought
about who he really was and then chosen to become
that person again. And then he took his early-morning
visit to Scott's quarters."
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"Do you think Lincoln changed his mindbecause
of guilt?" Matt asked.

"No, I think it finally dawned on him how deeply
Scott was grieving. He had to know how the pain of
grief would impact Scott's effectiveness as a leader.
Realizing how deeply he had hurt Scott, he decided to
make amends personally."

"Come to think of it," said Matt, "Lincoln was
earning back Scott's trust and was doing what was in
the best interest of his army."

"Yes, making amends shows we're sincere about
earning back lost trust," said Nana, "butwe never get
trust back until we change our behavior and make
amends in a way the other person can appreciate."

Matt said, "Likethe way Lincoln tookScott to the
wharfin his own carriage?"

"Yes," said Nana. "Aren't you more likely to do
business with a person who tries to recover your
goodwill by making amends?"
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"True. For example, recently an airline lost my
reservation. I was very upset and said so to the ticket
agent. She then surprised me by admitting that it was
a systems error and apologizing for the inconvenience
they had caused me. She said, This is so unlike us. I
just put a note into the computer to make sure this
doesn't happen again, but I want to know ifwe can do
anything right now to regain your loyalty.'

"I was impressed and told her, Tou already have,
because you listened to me, admitted the airline had
erred, and asked how you could make up for it right
now.

"She showed you immediately how sincere she
was about earning back lost trust," said Nana. "Like
you, most people appreciate a sincere apology and are
eager to put the incident behind them and move on.
The same thing goes for a One Minute Apology—it's
incomplete without a sincere attempt to make things
right—right away. As we say in our family:
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"Is that why people often dismiss it when someone
just says Tm sorry'?" asked Matt.

"Yes," said Nana.
"Ifyou're unreliable time and time again, andyou

say Tm sorry,' no one will take you seriously," Matt
said.

"Right! Now let's go see how the others are
doing."

Matt jotted down a few quick notes and followed
thepath past thegarden totheboat tojoin Jack, Annie
and Brad.

"Doyou appreciate the value ofintegrity in a One
Minute Apology?" Jack asked Matt.

"I sure do, thanks to Nana," said Matt. "Let me
review mynotes with you:



The One Minute Apology
Ends With Integrity

You Have Integrity When You:

Recognize that the mistake you made is
inconsistent with who you want to be.

Reaffirm that you are better than your
behavior andforgive yourself

Recognize how much you may have
hurt someone, and make amends to that
personfor the harm you caused.

Make the apology complete by changing
your hurtful behavior.
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"Good work," saidJack.
Turning to Nana, Matt said, "Thank you for

helping me understand integrity and for showing me
the Lincoln story. I'll never forget it. I'm going to get a
copy ofit. There's someone I'd like to share it with."

"I'd be happy to make a copy for you. It's nice to
know it means that much to you," said Nana. She
looked at her watch and added, "You'd better head
back. Carol wants these vegetables prepped for
tonight's dinner."

Everyone gave Nana a good-bye hug and loaded
the vegetables into the boat.

"See you later, Nana," Brad called out as they
pulled away from the dock. "These veggies are great.
I'm going to cook em on the grill."

"I'll grow them if you cook them! Thank you all,"
Nana said, waving good-bye.

"I'll bet shehasn't hada sleepless night in her life,"
Matt said over the sound of the motor.

"Nana? As my dadusedto say, 'Mom always sleeps
like a log.'"
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.fter they rinsed the vegetables, Matt and Jack
had a quick sandwich and headedoff to play golf.

When they got to the golf course, Jack turned to
Mattand said, "Since you haven't played golfin a while,
why don't we play N.A.T.O. golf instead of competitive
golf?"

"N.A.T.O. golf?"
"Yes. N.A.T.O. stands for Not Attached To

Outcome. When most people play golf, they focus on
results and how they look to others. Their score
becomes who they are. I'd like you to see howwell you
hit the ball when you're focusing on the game instead
of the results."

"That sounds like fun," said Matt. "But knowing
you, there are sure to be some valuable lessons, too."

"True," said Jack with a smile. "N.A.T.O. isn't just
about golf. It also applies to the One Minute
Apology."

"So N.A.T.O. it is!" said Matt with a smile as he

and Jack approached the first tee.
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By the timetheyfinished playing golfandreturned
to the house, 4th of July decorations were on the
counter and dinner was getting started.

Carol handed Matt a bag of corn to shuck and
asked, "So who won?"

"We both did," replied Matt.
"You played N.A.T.O. golf."
"We sure did! It's amazing what you can do when

you don't worry about your swing, the outcome or the
opinion of others. I played better—it was the most fun
I've had playing golf in a long time. The N.A.T.O.
approach can be applied to just about anything."

"Yes, it can," said Carol with a knowing smile.
"Jack has a very unique way of teaching this insight.
Have you thought of other ways to apply it?"

"Yes. N.A.TO.'s already helping me enjoy what
I'm doing here, right now, instead of worrying about
what might happen next week at work. It also applies
to what Jack has been teaching me about apologizing:



Apologize

Not For The Outcome

But

Because You Know

You Were Wrong

And It's

The Right Thing

To Do

#



Apology At Home and Work

Iana arrived and immediately admired the red,
white and blue table setting. "If this doesn't say
Independence Day, I don't know what will." She was
carrying a large envelope and handed it to Matt,
saying, "I had the story of Lincoln copied for you."

"Thank you, how thoughtful!" he said
appreciatively. "You can't imagine what this means to
me." He opened the envelope and turned to Jack. "I
would love to share this with the president of my
company, David Roberts. Do you mind if I use your
scanner and e-mail it?"

"Go right ahead," saidJack.
Just as Matt pushed the Sendbutton, the doorbell

rang. Carolopened the front door and welcomed their
new neighbors, Gayle and Don.

Passing appetizers, Matt told them about his
unexpected visit that weekend, saying he came for
Jack's advice about a problem at work, but had ended
up learningabout the One Minute Apology.

"It's powerful information that I knowwill change
the course of mylife," he said.
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"That's a pretty strong statement. Apology is a
fascinating subject," said Don. "I'd be willing to bet
most people, including myself, don't know the first
thing about how to apologize, so avoid it. I don't like
feeling awkward. Yet I know when I don't have the guts
to admit I'm wrong, a small incident can get totally out
of control."

"That's what happened to mein high school biology
class," said Brad. "I was joking around and let the
hamsters out of their cage and they ran wild around
the classroom. I realized the turmoil I'd caused and

tried to say I was sorry to my teacher. I can still
remember the look in her eyes—like, Trouble maker,
I don't believe a wordyou are saying!'

"I felt stupid, mumbling Tm sorry,' which came
offas a feeble gesture. It had little or no impact."

"Did you ever get through to her?" asked Don.
"Yes, finally."
"How?" asked Gayle.
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Brad said, "I went to her after class and repeated
how bad I felt about letting the hamsters loose. I asked
her if therewas any way I could make it up to her. She
said 'No, I think you've done enough for one day.' But
I wouldn't take no for an answer. I persuaded her to let
me do something special for her to make up for the
disruption I'd caused. Her car was always dirty, so I
asked her if I could clean it for her. She was surprised,
but let me. By cleaning her car not just once, but also
for the next few weeks, I finally regained her
confidence."

"How did you know she trusted you again?" asked
Annie.

"By the way she talked to me in class. I could see
it in her expression. She finally smiled at me."

"That's a greatstory, Brad," said Don. "Maybe you
can give me some advice. I just found out that an old
friend of mine is angry with me because he thinks I
did something unethical to him. He's never mentioned
one word about it to me. I just heard about this
yesterday from a mutual friend. Now I understand why
he cut off contact with me. Even though I don't feel I
did anything wrong, should I apologize?"
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"Not if you didn't do anything wrong," answered
Brad. "In your case an apology wouldn't be right. Why
don't you ask him why he cutyou off?"

"Don't apologize justtomake someone feel better,"
said Annie. "That's a lie."

Don said, "Maybe I ought to call him and say I
heard he was upset with me. I value his friendship and
would like to know if I did something wrong, and if
I did, I'll gladly apologize and fix the damage."

"That's what I'd do, too," said Brad. "Even if you
can't rebuild your friendship, at least you'd know you
gave it your best shot."

Gayle said, "The One Minute Apology could be
useful for problems at work. I'm the human resources
director at my company. What advice should I give a
manager who heads up our marketing department?
One of her colleagues feels that Susan has wronged
him, but Susan doesn't remember the incident."

Jack answered, "First ask Susan to listen to her
colleague and be flexible enough to realize she might
have unintentionally caused a problem with him.
Second, she can assure her colleague that shewouldn't
deliberately hurt anyone, and that it bothers her to
know he was hurt by something she might have
done."
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"That's a good point," said Matt. "Just because you
don't remember an incident doesn't mean you didn't
cause someone harm."

Jack nodded. "We might dismiss an incident as
trivial, be too busy or distracted to think about how
our actions might affect someone else. Dismissing
someone's words, opinions and ideas can slight a
person and make them feel like theydon't count with
you."

"If you realize you inadvertently did something
wrong, assure the personthat you want to correct the
situation as soon as possible," said Annie. "It may
take a while to change a behavior that's become a
pattern. You can change if the person is important to
you."

"What if you don't particularly like the person
you've harmed?" asked Gayle.

"You apologize because it's the right thing to do,"
said Brad.

"I could use some help overcoming negative
feelings about someone who drains my energy," said
Gayle.

"Mom, why don't you tell Gayle what happened on
your river trip in British Columbia?" suggested Jack.
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"It was the first week of June but freezing cold,"
said Nana. "There had been a lot of snow in Canada

that winter, sothe river was six feethigher than normal.
There were twenty-five of us—two families with
children, and the rest were couples. One man was
facially scarred and disfigured. Behind his back the
children called him 'Scarface.' They were frightened
byhis looks andbythe gruffway he spoke. He and his
wife weren't sociable, and stayed to themselves.

"Midway through the trip we had to travel byvan
on a narrowdirt road to the next legof the river. Along
the way, the provision truck broke down. I was in the
van behind and we couldn't get around the truck. We
were far fromthe nearest townand no one expected us
for days. Cellphones were outof range. We were stuck
in the middle of the woods.

"It got colder and began to snow. Everyone
bundled together to keep warm—everyone except the
scarred man and his wife. Theywent for a walk!

"The boatmen tried time and again to get the
truck started. No luck. Wewere all gettingconcerned.
The scarred man returned and gruffly asked what the
hold-up was. The boatmen didn't know why the truck
wouldn't start. The man with the scarred face tried the

engine. Nothing happened.
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"He opened the hood and began to tinker. Next,
he started to take apart the engine. Everyone was on
the edge of panic. The kids started yelling that
Scarface was wrecking the engine. Not wanting to
freeze to death, I wentup to askwhat the heck he was
doing. He turned to me and growled, 'Get me
tweezers, a piece of wire, or a bobby pin!' His tone
was harsh but his eyes were bright and full of
confidence. I found the things he was looking for and
a half-hour later, he had the truck running again.
Everyone—and I do mean everyone, especially the
kids—started applauding and cheering. 'You saved
our lives!' they yelled.

"The scar-faced man blushed and smiled for the

first time. Tt wasn't much,' he said quietly. Anyone
could have done it.' Of course we all knew otherwise.

From that moment on, his new nickname was
Hero.

"The kids began to follow him around, and every
night they listened while he told stories. As it turned
out, he was a fireman. His face and most of his body
had been severely burned saving eight childrentrapped
in a fire in NewYork City.
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"We gathered around the campfire on our last
night. I'll never forget how the brattiest kid on the trip
stood up and said he could never forgive himself if he
didn't apologize in front of everyone for the terrible
way he had treated Hero. He said Hero didn't just save
his life, he saved him from being meanor name-calling
anyone ever again.

"Hero stood up, took the kid in his arms, looked
him in the eyes and said, 'When I was your age, I was
a whole lot worse! And I owe you an apology, too—
I was anything but friendly when I joined the group. I
judged you, too. I didn't have the confidence to let you
knowthat the real me was different fromwhat you saw.
I apologize and I assure you I won't be making that
mistake again.'

"By the final morning of the journey, no one
wanted the trip to end," said Nana.
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"I can see why everyone grew to respect Hero,"
said Matt. "He changed everyone's opinion of him by
his behavior, getting involved and helping. Then when
he apologized, everyone trusted what he was saying."

"When we sincerely apologize, forgive ourselves,
make amends and demonstrate we've changed, we get
something extra: peace of mind," said Nana.

The group fell into a thoughtful silence.
Minutes later, Carol and Annie directed everyone

to the buffet dinner, where they all quietly helped
themselves.

Peace of mind—that's certainly something my
president doesnthave, thought Matt. Come tothink of
it, neither do L

Gayle was the first tospeak. "Whatifyouremember
something you didn't do and feel it's way too late to
do anything about it?"

"Can you give us an example?" asked Carol.
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"Yes," Gayle said. "About ten years ago, the
husband of a friend I worked with died. I was on a trip
and promised myself I'd send her flowers and a
personal note. I never did eitherand all these years I've
regretted it. If I saw this person today on the sidewalk,
I'd be tempted to cross to the other side of the street
to avoid her out of sheer embarrassment."

Carol answered, "Pick up the phone and call her.
Never assume you know what another person is
thinking It may make her feel very special that you
calledher to apologize. It'snevertoolate to let someone
know how muchyou care."

"Good. That's just what I'll do," Gayle replied.
"I'm thinking of more situations where I can apply
the One Minute Apology, at work and at home."

"That's a relief!" said Don.

"Very funny, Mr. Jokester, but you're forgetting
that youonlyapologize whenyou dosomething wrong,"
saidGayle. "Anyway, yesterday our sales managercame
to my office for advice. He said he gave his boss a
marketingconcept that was actually his assistant's idea,
without giving her the credit. He was concerned that
the promotion he was getting was due to her idea. He
felt bad and didn't know what to do."

"What did you tell him?" asked Carol.
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"I told him to be honest. So he went to his boss

and told him the truth. His boss said the marketing
concept was good but he was being promoted for
consistently delivering more than what was expected.
Now there was an even better reason for promoting
him—he was a man with integrity."

Gayle smiled and continued, "He was relieved,
but said he still wants to clear up the matter with his
assistant. The One Minute Apology is what he needs
to know."

At the mention of returning to work, Matt felt a
suddenwave of anxiety. He remindedhimself, dont be
attached to outcome, and returned his attention to the
discussion at the table.
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"In our plant," said Don, "many problems are a
result of conflict, obnoxious behavior, and pettiness,
while others are a result of accidents, mistakes,
assumptions, forgetfulness or justplain stupidity."

"In those cases is there ever a reason not to

apologize?" Matt asked.
Annie countered with a question of her own.

"If you made a stupid mistake, would you want to
repeat it?"

"No," answered Matt.

"Would you feel badly if your mistake caused
harm to others?" asked Annie.

"Yes, of course."

"Okay," smiledAnnie. "So what's the answer?"
"Anytime Imake amistake, a One Minute Apology

is required. It seems to me," said Matt thoughtfully:
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"That's a good way to remember the fourth secret,"
said Jack.

Matt added, "Here's what I'm getting: If I'm more
sensitive about the effects of my behavior, maybe
others will follow my example. And like a domino
effect, each person becomes an example to those
around him or her, and so on. Ultimately, we'll
eliminate any need to apologize because we're all
being thoughtful and considerate of one another,
regardless of the circumstances. It's all about apology
prevention, and that could rock our world!"

"You got it. You really got it!" exclaimed Jack,
beamingat Matt.

"Okay, everyone, time to go out on the dock and
watch the fireworks!" said Matt. "I'm celebrating the
most liberating day I've had in a long time."

As the others rushed down to the dock, Matt took
a memo pad from his shirt and wrote:



Every One Minute Apology
You Give Or Receive

Makes You More Aware

of
How Your Behavior

Affects Other People

#



Taking Responsibility

Sunday morning Matt woke up to the sound of
thunder. It was dark, gray and windy, with lightning in
the distance. He looked at the alarm clock. It was only
6:30 a.m., yet he felt rested. He leapt out of bed to
enjoy his last day at the lake. He went into the kitchen
and as he was making a pot ofcoffee, he heard a voice
behind him.

"There's nothing like the smell of coffee in the
morning!" It was Annie.

"What are you doing up so early?"
"I was about to ask you the same thing. Let's have

our coffee on the covered porch and listen to the
rain."

"Yes. The sound of the rain is very calming," said
Matt, opening the door to the porch.

"Is the weekend what you had hoped for?" Annie
asked.
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"Funny you should ask. On my flight here I was
thinking, 'This is great. I'll be seeing the One Minute
Manager, my dad's best friend and the world's best
management consultant, and with his advice all my
problems will be solved.' As it turned out, I've learned
something from each ofyou."

"My mother says that when the student is ready,
the teachers appear."

"We've covered a lot this weekend. It's obvious

that if you're not honest with yourself, you can't be
honest with others. As difficult as it may be, the first
thing I'll do when I make a mistake is come to grips
with being wrong and correct the situation right away.
Instead of making excuses or trying to justify
inappropriate behavior, I'll have a sense of urgency
about apologizing and make amends so the other
person knows I'm sincere. No one I've offended will
completely trust me again until I convince them I've
changed. Regardless ofwhat I say, I can only do so by
changing mybehavior."

"You've learned a lot," Annie said. "That's why I
enjoy coming home whenever I can. We always seem
to be talking about meaningful subjects. Last time I
visited, for instance, we talked about culpability."

"What's that?" asked Matt.
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"It's a fancy way of saying that each of us has a
responsibility no matter where we are. When problems
develop, we have to ask ourselves what we did to
contribute toorexacerbate theproblem. Sometimes it's
because of an action we've taken, but more often than
not, it's the result ofsomething we didn't do. When we
don't own up to how we contributed to the problem,
we're not being honest."

"Sometimes it's difficult to tell the truth," said
Matt. "No one enjoys being the one reporting badnews
because most people don't accept bad news very well."

Matt paused as a startling thought occurred to
him. "Annie, are you trying to tell me in a nice, polite
way that I may have contributed in some way to my
problem atwork? Like, maybe I didn't do something I
should have done. Are you saying that I'm culpable?"

"That's not for me to say. I really don't know what
happened. You know Dad would never break a
confidence," replied Annie.

"Still, what you say strikes a chord. I have to
consider my own culpability. I won't run away from the
idea. But blaming others issoooo much easier," he said.

Annie laughed. "Only intheshort run. In the long
run—well, I don't need to tell you the rest," she
laughed.
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"Thank you for thewake-up call," Matt replied.
"You're welcome. But it's nothing you wouldn't

have figured out for yourself in time."
"Yes, but I have a deadline. I have to turn into a

genius by tomorrow morning when I meet with my
boss," he protested.

A flash of lightning and an ear-splitting crack of
thunder interrupted their talk.

"It doesn't look like you and Dad are going to play
much golf today."

"Knowing the way your father thinks, he'll say
'Great day for golf—with this weather we'll have the
entire course to ourselves!'"

"That's true!" saidAnnie, laughing.
At that moment Jack joined them. "Well, it looks like

we'll have the golf course to ourselves!" heboomed.
"Whatdid I tell you?" said Matt.
"I take back what I said. Maybe you will become

a genius bytomorrow!" quipped Annie.
"What's all this laughter about?" Carol called out

from the kitchen. "Certainly not the weather. Come
on in."

They made their way inside to pitch in with
making French toast, apleasure he hadn't experienced
at home for a longtime.
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everyone passed around the orange juice, syrup
and freshly madeFrenchtoast, Mattsaid how much he
enjoyed last night's discussion at their dinner with the
neighbors. "I have another question, though," he said.
"What stops people from being honest, admitting
they're wrong and apologizing?"

"It's an inside job," answered Jack.
"An inside job?"
"It has to do with how you feel about yourself

inside—your self-worth," said Jack.
"Where does a person's self-worth come from?"

asked Matt, pouring himself another cup ofcoffee.
"From four sources," replied Jack. "The first is

fate. At birth, you don't have a choice ofwhere you are
born, who your parents are, whether you are male or
female or the color ofyour skin. It's fate.

"The second is your early life experiences with
adults—your parents, relatives, teachers and coaches.

"Third are yoursuccesses and failures in life.
"The fourth source of your self-worth is your

perception of the first three."
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"You've given this subject a lot of thought," said
Matt.

"I have," said Jack. "Which of these four sources
do you think is the most powerful in affecting your
self-worth?"

"The fourth," Matt replied.
"Absolutely," said Jack. "It's from your perception

ofyour fate, early life experiences and successes and
failures that you make all ofyour choices."

"Choices?" asked Matt.

"Yes," replied Jack, "those three perceptions
determine whether or not we appreciate ourselves and
find ourselves worthy. We make the final choice—no
one else."

"Why would anyone choose to be negative about
him or herself?" asked Matt.

"That's where belief inyour own personal value—
apart from your past experiences—comes in," said
Carol.

Brad said, "Our grandfather used to say thatwhen
a person loses perspective and sees himself as the
center of the universe, that's the sign of an out-of-
control ego."
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"People who have trouble apologizing think that
who they are is afunction oftheir performance plus
the opinion ofothers" said Jack. "They are concerned
about appearances and about keeping up with the
Joneses."

Matt joked, "Somebody at work recently told me,
Tm tired of trying to keep up with my neighbors
because they keep buying things I can't afford.'"

They all laughed and Jack laughed the loudest.
Then he continued, "When people look to others

for approval, their self-worth varies from day to day,
depending on how others react to them. All they can
think about is themselves. And yet:



#
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"How can you keep that kind of perspective?"
asked Matt.

"You separate who you are from what you do"
answeredJack.

"You mean living N.A.T.O.—Not Attached To
Outcome?" asked Matt.

"Absolutely," said Jack with an appreciative smile.
"When I ask parents, 'Do you love your kids?' they
laugh because the answer is obvious—of course they
do. Then I ask, 'Do you love your kids only when
they get good grades or do well in athletics? In other
words, if they are successful, you'll love them; if they
aren't, you won't?' They laugh again and say, 'No. We
love our kids no matter what.' That's unconditional love.

Whatdoyou thinkwould happen, Matt, ifyouaccepted
that kind of unconditional love for yourself?"

"I'd feel more secure and positive about myself,"
answered Matt, adding, "actually, I'd be confident all
the timeY9

"That's for sure," said Jack. "I believe we all come
from unconditional love. Yet it's as if we're born with

amnesia. We forget about that perfect love we came
from. Eventually we all remember; it's just that for
some of us it takes longer than others. Whywait?"

"I never thought of it that way," said Matt.
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"When you think the love you get is conditional,
then yourself-worth isalways up for grabs. That's when
youstart promoting or protecting yourself all the time.
You believe you have to impress others to get love. And
you think that to keep love, you have to give that good
impression again and again. That's a sad way to live,"
said Jack.

"That sounds like a shaky emotional foundation,"
Matt said. "Not to mention how exhausted you must
get."

Brad spoke up. "As our grandfather used to say,
'God didn't make junk.'"

"At some point," Carol said, "you wake up and
finally understand there's no way you can achieve
enough, gain enough recognition, obtainenough power,
or own enough things to get any more love. You have
all the love you need. And you had it from the minute
youwere born."

"What you just said may be the most important
thing I have to learn," Matt said.

"And the most important thing yourpresident has
to learn, too," added Jack.

Mattglanced outthe window. Astreakoflightning
flashed against the black clouds and the rain began to
pour down.
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Aftfter breakfast Jack and Matt left to pick up Nana
so she could join the family for church. They didn't
want her to drive in the rainstorm. Carol and Brad

went with Annie in her car.

As they buckled their seat belts, Matt said,
"Annie brought up anotherveryinteresting point this
morning. She talked about culpability and helped me
see how I could have contributed to the problem at
work by not taking early action myself."

"My little Annie! She said something mean like
that?" asked Jack, pretending to be incredulous. "Did
you threaten to leave?"

"No. Your 'little Annie' put it so gently that I never
once felt like I was in the hot seat—until, of course, I

put myself there."
"Well, she certainly didn't learn that from me!"

Jackjoked.
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"You're right about that. But thanks to Annie,
I'm beginning to reconcile what happened at work. I
playedalong, going alongwiththe program,protecting
the deceptions, concerned about losing my big salary
and benefits. I convinced myself nothing was
wrong.

"Of course, I suspected something was wrong,"
Matt continued. "I just didn't want to admit it to
myself or anyone else. I, like everybody else, looked
the other way. By not confronting the truth, I
unconsciously helped my president get into trouble.
As I told you Friday night, I was afraid to bring him
any bad news. Maybe if I had spoken up, things
would be different."

"You can't control the outcome of events," Jack
said as he pulled the car into his mother's narrow
driveway, "but you can control what you think and
what you do!9
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Jack continued, "You allowed your fear to drive
your behavior. At the very least, you'd be feeling a lot
better today if you'd been completely honest with
yourself. Situations like the one at your company don't
just happen in a week. It's very probable that many
people knew, but, like you, no one wanted to rock the
boat for fear ofangering the boss and losing their job.
What's the president ofyour company really like? Do
you think he has it in him to pull it together?"

Matt answered, "Before all this happened, I had
great respect and admiration for him. I owe him a lot,
and I'll still be loyal to him. But to answer your
question, I don't know anymore. Over the past year or
so, he's become too preoccupied with the perks ofhis
position. I wish I'd been more helpful to him. I guess
I just didn't think I was in much of a position to do
anything."
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Jack said, "Don't beso hard on yourself. You know
what to do now. Apologize to yourself for any behavior
you're not proud of. Resolve to avoid repeating that
behavior. Then repair the damage you've done to
yourself and others by behaving differently. That's how
you make things better. Now where does all of this
leave you? Are you feeling better or worse than when
you first arrived here?"

"I'm more confident about what I have to do.
Learning about the One Minute Apology has made a
huge difference inhow I feel about myself. I feel more
empowered than I have in years."

"And what's the only thing that's really changed
over this weekend?" asked Jack.

"Me. I've changed how I think."
Jack challenged him, "How are you going to

change your behavior?"
Matt thought about what he would do differently.

After a few minutes, he said, "Let me get back to you
on that."



Asking For a One Minute Apology

J\s the carpulled into Nana's driveway, the rain was
coming down hard. Matt leaped out ofthe car and ran
tohercottage. As he stepped onto the front porch, the
door opened and Nana appeared in a white plastic
poncho. He opened his umbrella and walked her to the
car, all the while thinking about Jack's question.

As they pulled out of Nana's driveway, Matt said,
"You've both helped me to understand the power of
apologizing. But what about the people who haven't
received anapology when they deserve one? Last night
I was thinking about how many people are hurt or
heartbroken because the person who disappointed
them didn't have the courage to apologize. What can
they do?"

"May I answer?" asked Nana.
"By all means, please do," Jack replied.
"Those people could begin by asking for an

apology," she responded.
"Asking for an apology?" wondered Matt.
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"Yes," said Nana. "And after you ask, you tell the
person what he or she did and how their actions hurt
you."

Matt said, "Yes, Nana, but suppose you ask for an
apology and the person won't give it to you? Or, even
worse, theyattack you for asking?"

"That's what everyone fears," said Nana, "but you
have tospeak up for yourself. Don't wait until you're as
old as I am to say what's on your mind! Imagine if
someone harmed you andthenthat person died. What
good would it do to resent them? You're not hurting
that person. That person is gone forever. The result of
resentment is that in the end, you only hurt yourself."

"You're right," agreed Matt.
"When you have thecourage toask for anapology,

you are also showing respect for yourself—whether
you get the apology or not," added Jack. "You are also
letting that person know how important your
relationship is."

"That's true," said Matt. "No one would bother
to ask for an apology from someone they didn't care
about."
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"Asking for someone's apology is your chance to
stand upfor yourselfand the relationship. And there's
anotherway to think about it: Suppose I offered you a
bet that you would either win or break even. Would
you take that bet?" asked Jack.

"Sure," said Matt. "I'd be a fool not to take it.
There's no way to lose."

"Right," agreed Jack. "That's the identical situation
you have when you're asking for an apology. If you get
one youwin; if you don't, you broke even."

Nana chimed in, "If you don't receive an apology
and you think you deserve one, don't wait for the other
person to think of it. Ask for it right away! Life is too
short to wait for anyone to guess what you want,
particularly someone you care about. As we discussed
last night, many people have difficulty admitting they
did something wrong. So, just tell them you want a
One Minute Apology. And if they don't know how, let
them know that admitting they made a mistake is the
most important part. Once they get past that, the rest
is easy. And you'll both feel better for it. Remind
yourselfthat:
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"What if you don't get the apology you think you
deserve?" asked Matt.

"If the other persondoesn't care enough about the
relationship to apologize to you after theyknow they've
hurt you, the relationship itself is in question. Maybe
it's not the relationship you thought it was," said Jack.

"I see. If they refuse to apologize, that means they
don't value me or our relationship," said Matt. "I hope
I never have that experience."

"If it does occur, you'll take the information like
an adult and move on," saidJack.

As they pulled up to the church, Nana said, "I
can't wait to hear from our visiting minister today. The
ladies at my book club were talking about him the
other night. I think we're in for a real treat."

When they entered the church they joined Carol,
Brad and Annie, who had saved seats for them. They
were all wet from the storm but soon forgot their
discomfort once the minister began speaking.
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Iana was right about the minister. Matt enjoyed the
sermon and was especially moved by his closing story:

"When I was a young boy, I had a fabulous
grandmother," said the minister. "She was an incredible
Monopoly player. Whenever the two of us played, she
completely wipedme out. By the end of the game, she
owned everything—Broadway, Park Place, you name
it! She would always smile at me and say, 'John,
someday you're going to learn howto play the game.'

"One summer, a new kid moved next door to me.
It turned out that he was an incredible Monopoly
player. We began toplay every day andI really improved!
I was thrilled because I knew my grandmother was
coming for a visit in September.

"When my grandmother arrived, I ran into the
house, gave her a big hug and said, 'Do you want to
play Monopoly?' I'll never forget how her eyes lit up. I
set up the board and we began to play. But this time,
I was ready for her.
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"By the end of the game, I had wiped her out! I
owned everything. It was the greatest moment of my
life!

"At the end of the game my grandmother smiled
and said, John, now that you know how to play the
game, let me teach you a lesson about life—it all goes
back in the box/

"'What?' I asked. Til never forget her reply:
"'Everything you bought, everything you

accumulated—at the end ofthe game, it all goes back
in the box/"

The minister looked over the congregation. "Isn't
that the way it is with life?" he asked. "No matter how
much you push and shove for money, recognition,
power, prestige and possessions, when life is over,
everything goes back inthe box. The only thing you get
to keep is your soul. That's where you store who you
loved and who loved you/ "
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On the ride back from the church through the
driving rain, Matt was quiet. The only sound was the
swishing of the windshield wipers.

In almost a whisper, Matt said, "That story the
minister told at the end crystallizes everything we've
talked about this weekend, doesn't it?"

"Yes, it does,". Jack replied. "I'm glad you noticed.
Since everything we accumulate in our lives—from
our performance and theopinion ofothers—goes back
in the box, we might as well do what is right. The
sooner we recognize that it's our ego that gets us off
course, the sooner we realize the only way to repairthe
damage we have done to ourselves and others is to be
honest, admit wewere wrong, apologize andcommit to
change our behavior."

"'The beauty ofthe One Minute Apology is it's the
best way I know to make things betterfor you and the
people you care about" said Jack.

They rode the rest ofthe way home in thoughtful
silence.
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he storm was much worse by the time they got
home. As they hurried inside Matt's cell phone rang. It
was David Roberts, the president, calling.

Matt looked apprehensively toward Jack andleftto
take the call in the guestroom. He returned in a few
minutes, looking confused.

Jack asked, "Is everything all right?"
"Yes. At least I think so. Mr. Roberts said he heard

about the bad storm on the weather report. He didn't
want me to take any unnecessary traveling risks. He
also told me he'd understand if I couldn't make the
meeting tomorrow morning. And then, Nana," Matt
said with a big grin, "he said how he appreciated the
Lincoln story. He said he read it several times, shared
it with his family and plans to reread it tonight."

"That's already a good indication that he's in a
better frame of mind," said Jack.
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"I hope you're right. Roberts's words were
considerate and grateful but he sounded tired."

"Or emotionally exhausted," added Carol.
"That's entirely possible," said Matt. "If I'd stayed

in the city, I'd probably sound like that—or worse. I've
always heard it was important to have time away, but
until this weekend I've never been so convinced of the

benefits of getting away for a fresh perspective."
Meanwhile Carol took another look outside and

suggested getting more weather information. Brad
volunteered to check the computer for the latest
forecast and found that the storm would continue for

two more days. When Matt heard that, he called the
airport.

"All flights are canceled. Is there a train station
anywhere in the vicinity?" Matt asked.

"There is," saidJack.
"I need to get going. If there's any chance of

making that meeting tomorrow, I have to catch the
next train."

Matt called and reserved a seat on the last train

for the city andcalled for a taxi. Then went to his room
and quickly packed.
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When Matt rejoined the family in the living room,
Annie kidded, "I think he's leaving because he knows
Dad will still brave this weather for a round ofgolf."

"Want to take a rain check?" Brad asked Matt.

Everyone laughed as the rain poured down on the
roof.

"I'd gladly take you up on that and come back—
and yes, even play golf in the rain, if necessary," Matt
replied, laughing. When the taxi honked, he grabbed
his bags, turned to Jack and said, "Wish me luck!"

"What youhave nowis muchbetter than luck. You
have knowledge," replied Jack. "You now know about
the fourth secret—the One Minute Apology."

"I now know what to do," responded Matt.
"You already knew what to do, deep down. You

only needed to be reminded," said Jack.
"Well, thank you so much for reminding me," said

Matt.

Jack nodded his acknowledgment and said, "The
best wayyou can thank me is to use the One Minute
Apology and share it with others."

"I will," promised Matt.
The taxi honked its horn again. Matt hugged each

of them, said his good-byes, picked up his bags again
and ran through the deluge to the waiting taxi.
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On the way to the train station, he felt gratitude
for all he had learned. On the train, however, he began
to feel anxious again. Then he reminded himself about
what he had learned and again felt calm and
confident.

Using his notes from the weekend, he began to
write a summary ofwhat he had learned.

He thought, David J. Roberts, president and
CEO, may not want to hear what I have to say, but I
am no longer attached to the outcome and ifs the right
thing to do.

Matt was confident that he now accepted himself
unconditionally, regardless ofwhat anyone else thought.
He tookout his notebook and rereadhis personalnotes
on self-worth:



Self-Worth

• My self-worth is not based on my
performance orthe opinion ofothers.

• When I make a mistake, I am willing to
admit it, regardless of the outcome.

• I dont think less ofmyself, I think of
myselfless.

• I realize ifs impossible to achieve
enough, gain enough recognition, attain
enough power orown enough things to
earn any more love.

• I am already loved unconditionally.



The Moment Of Truth

wonday morning, Matt arrived at the office
promptly at 7:00 a.m. He'd been up late completing a
summary of what he had learned for the president.
Making his way down the long, empty corridor to the
president's suite he thought to himself: Ifs so quiet, no
one would ever guess that everything could break
loose tomorrow. Here goes!

Mattstood in the doorway ofthe president's office.
Papers, reports and charts were scattered on his desk
and the conference table. It looked like David Roberts

had been working there all night—maybe the entire
weekend.

As Matt entered the room, the president looked
upinsurprise. Then his face broke into abig, welcoming
smile—something Matthadn't seen for a long time.

Matt quietly shut the door and sat down.
"I'm glad you arrived home safely and that you're

here now," said Roberts, looking directly into Matt's
eyes. "At first, I wasn't sure you would return, and if
you didn't, I would understand. And thank you again
for sending me the Lincoln story."

"I'm glad you found it meaningful."
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"It was more helpful than you might imagine.
When it arrived, I was writing my letterofresignation,"
said the president. "But after I read what Lincoln did,
it woke me up and I reconsidered my options. I still
face a big dilemma. But there are viable alternatives.
Notsomuch for myself, but for all the people who have
trusted me all these years."

"I hopedyou'd have a change ofheart," said Matt.
"That's why I wanted to come here this morning. I've
had an extraordinary experience these past couple of
days and I've come away with some very powerful
ideas that may be of use."

"Once I read the Lincoln story, I knew that you
were doing some serious thinking yourself," said
Roberts.

"Yes, and I hope you'll agree to hear me out," said
Matt. "I have to warnyou right now, though, that some
of what I'm about to suggest may not be pleasant for
you to hear."

"Nothing you can say can possibly be harder to
hear than the things I've been telling myself these past
few days. However, I appreciate your forthrightness.
Shoot!"
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Mattbegan, "One ofthe first things I learned this
weekend is that I owe you an apology. You say you
admire myforthrightness, but I haven't been that way
lately, with myself or with you. I've been part of the
problem, not the solution. I saw things that were wrong
but didn'thave the guts to tellyou the truth or confront
youwith reality.

"Although you're the president of our company,
you're not in this alone. I felt that what was going on
aroundhere wasn't rightand feel ashamed that I didn't
tellyou the truth earlier, but I was afraid of losing your
trust or my job. Possibly both. I apologize for failing
you. I can assure you it won't happen again."

The president looked stunned for a few moments,
blinkedhard twice and saidsimply, "Thank you."

Choked up from the president's reaction, Matt
gathered his composure. "I would like to make a
suggestion, and I hope you can take it in the manner
it's intended," he said.

The president swallowed hard and looked up at
Matt. "What is it?" he asked.

"You need to apologize to the board."
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The president shut his eyes for a second, then said,
"I know you're right, but I wouldn't begin to know how
to do what Lincoln did. I finally realized last night that
I've spent a lifetime skillfully avoiding apologizing to
anyone aboutanything. I guess you couldsay it's finally
caught up with me."

Matt smiled confidently and said, "You're talking
to the right person. That's exactly what I learned this
weekend. Let me summarize for you what constitutes
an effective apology."

Roberts listened intently to Matt for over an hour.
When Matt finished, the president let out a big sigh.

"What you have brought me today is the missing
link between my head and my heart, and I can't
express my appreciation adequately. While you have
been learning about the One Minute Apology, I've
been working on something, too—something I know
I'm goodat—maybe the only thing I'm goodat. I have
a business plan that I believe will turn this entire
crisis around and get our company back on track and
make it stronger than ever.
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"But my plan is useless unless I can rebuild the
board's trust in me. My behavior was so arrogant,
egotistical and completely inappropriate last Friday.
I seriously doubt the board of directors will listen to
anything I have to say."

Matt was silent for a few moments and then

responded, "They will begin to listen if you apologize
sincerely. That may be difficult, considering the time
and what's at stake, but:



The One Minute Apology

Is An Effective Way

To Correct A Mistake

And Restore The Trust Needed

For A Better Relationship

#
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The president looked at his young colleague and
said, "I realize now how wrong I've been and how
much harm I've caused. Please stay and coach me
through this One Minute Apology."

"I'd be honored," replied Matt.
During their discussion, the president asked many

insightful questions. The more they talked, the more
Matt realized that the president genuinely wanted to
learn how to apologize effectively. It was evident that
Roberts was not regarding this as an expedient way out
of his difficult problem. Matt breathed a sigh of relief.
He knew that if the president was insincere, it would
only make matters worse..

When they finished, the president turned to Matt
and said, "Between now and tomorrow, I will be
thinking about my One Minute Apology to the board.
Iwillgivewhatyou saideveryconsideration. Meanwhile,
would you stay to meet with our team while we plan
the events that need to occur over the next few days
and possibly the months to come? The others will be
joiningus shortly."

"I'd enjoy that," replied Matt.
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When the department headsarrived, the president
began the meeting by saying briefly to the team
members, "You're all here with me on your holiday to
help with a meeting that wouldn't be necessary if I
hadn't made some serious mistakes. Thank you for
coming."

Then the president surprised Matt by apologizing
to his whole team. He had not expected Roberts to
apologize until he was in front of the board. It was
awkward, but the president sincerely did his best to let
everyone knowhe was wrongand wanted to change his
behavior.

The team members looked startled at first. Then

cautiously, one of the department heads said, "We
came here to do a job, so let's move ahead."

The other team members agreed. After the
president's brief but honest opening, they all—for
the first time—spoke their minds freely. At times the
discussion about the restructuringbecame heated, and
the meeting went well into the night. But in the end
the team had a plan they were all proud to be part of.



The President's One Minute Apology

vJniTuesdaymorning Matt returnedto the president s
office prior to the board meeting. David Roberts got
up and met Matt halfway, and said, "I owe you a
special apology."

Matt was taken aback as the president continued,
"I know you gave up a number of other interesting
opportunities at other companies to come and work
for me. I let you down recently in many ways, and
regardless, you stayed loyal to me. You are an
extraordinary young man. No matter what happens
today, I will make sure everyone knows what you did
for me and ultimately tried to do for the company. I
promise I won't let you or others down again. I hope
I can demonstrate that further in the board meeting
in just a few minutes."

"Thankyou," Matt replied. "I hope it goes well."
"I appreciate that."
Then Matt and the president entered the

boardroom.
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After the chairman brought the meeting to order,
the president rose to address the board members. Matt
sensed the hostility inthe room as thepresident walked
to the head of the table.

Roberts swallowed hard and began, "By now you
are all aware of the gravity of the current situation our
company faces. I take full responsibility for my mistakes
in judgment that have contributed to the severity of
the problem.

"I am ashamed of my actions. You all experienced
an example ofmy outrageous behavior last Friday, and
for that I am regretful and embarrassed. Frankly, my
inflated ego has been my downfall of late. I didn't
listen, and even worse, I didn't invite the kind of
information that could have prevented our substantial
loss last quarter and the problems that lie ahead."

The president had the complete attention of the
board members as the full impact of what he was
saying began to sink in.

Roberts continued, "I recognize how much I have
hurt this company and harmed you, my colleagues,
associates—and potentially our customers, suppliers
and stockholders—and for that, I apologize. I know
there are many things that require immediate change,
and that beginswith me.
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"You are about to receive a comprehensive
restructuring plan, which I am confident will not only
quickly restore the company to its former preeminent
position, but will ultimately put us in a league of our
own. This plan can beimplemented bywhoever is CEO.
I am prepared to submit my resignation today. In fact, I
have already signed a letter to the board to that effect.

"Before I present theproposed plan to you, please
know that if you care to keep me in a leadership role,
you and my colleagues have my solemn promise that I
will never repeat the poor management actions I have
taken over thesepast months."

As the president concluded his One Minute
Apology, the expressions on the board members' faces
relaxed. The air of hostility that had pervaded the
room earlier began to change.

The president asked Matt to distribute a folder
containing a copy of his restructuring plan to each
board member. As they were being distributed, the
president began to describe in detail the new proposal
and the plans for its implementation.

When he finished speaking, the room became
quiet. The chairman took the floor andrequested that
Roberts and Matt leave the room while he and the
members of the board metin private.
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The president and Matt paced the corridor. Matt
spoke first. "You did the right thing, regardless of the
outcome."

Roberts answered, "I appreciate that and I hope I
get the chance to let my actions speak louder than my
words."

Thirty minutes later, they were called back and
the chairman again took charge of the meeting. "I
speakonbehalfofeveryone here today. We're impressed
by what you've just said. We appreciate your apology
and accept it. If you follow through on what you
suggest, we will be one hundred percent behind the
innovative and impressive restructuring plan you've
given us this morning."

The chairman then asked the president, "Do you
have anything further to say?"

"Yes, I do," responded Roberts. He paused for a
few moments, looking toward each of the board
members individually, and then said, "I intend to work
without pay until this current situation is turned
around."

The board members looked astounded.
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"Furthermore," Roberts continued, "bycontract I
amprotectedbygenerous bonus and severance clauses.
But today I relinquish my rights to those rewards.
Those benefits and privileges were based on trust in
the person you hired—the person I once was and
intend to be again.

"That person warranted and deserved your
complete trust and respect. But that person went off
the track somewhere along the way. I intend to
become that man again—but no one in this room
should have to subsidize his return. I must do it

myself. You can judge when I am that person again
and restore my compensation at the appropriate
time."

The room was silent. Then, spontaneously,
everyone rose to their feet and applauded.

The president, unfazed, looked to Matt and all the
eyes in the room followed his. He said, "I'd like to
thank my special assistant, Matt Hawkins, who went
to great lengths to help me through this perilous
situation."
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Matt stopped taking notes. Recalling the special
weekend at the lake with an extraordinary family, he
looked upward thinking, Thank you, Dad, for sending
me yourgoodfriend, Jack.

At that moment Matt completely understood the
full impact of Jack's parting words to him right before
he left the lake:



#

The Best Way To Thank Me

Is To Use The One Minute Apology
Whenever You Need To

And Share What You've Learned

With Others



Epilogue

hat evening Matt sent an e-mail to Jack thanking
him and his family for all the help they had given him
over the weekend. He went on to say that Jack would
understand the impact of his advice when he read
about the success of his company in the months to
come.

He ended his e-mail saying, "I have included a
copy of my notes from the weekend. I thought you
might find them useful. My president and I certainly
did. You're the best. God bless."



My apology begins by answering
truthfully the following questions:

What was the real mistake I made?

What part did I play in creating the problem?

Did I think it through?

Whydidldoit?

Was this act a result of myfears?

What was I thinking?

Howlong have I let this go on?
Is this the first time?

Or is this behavior becoming a habit?

Have I lost the trust of others?

Were other people affected by what I did?



What is the truth about myself I am not
dealing with?

Howwill I change mybehavior to demonstrate
my commitment not to repeat my mistakes?



Then I start with honesty:

I amtruthful and admit to myselfTve
done something wrong

I take responsibilityfor my actions.

I apologize as soon as possible—
regardless of the outcome.

I tell the person(s) I harmed specifically
what I did wrong

I say how Ifeel about what I did.



And I end with integrity:

• J know what I did is inconsistent with

the kind of person I want to be.

• / am better than my behavior.

• Iforgive myself

• I make amendsfor all harm done.

• I demonstrate I have changed by
changing my behavior.
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"I am a volunteer at the Orange County Correctional
Facility in Orlando, Florida; teaching a class weekly.
I have taught many books over the years but never
one as powerful as The 4th Secret of the One Minute
Manager. This book sparked an emotion in several of
the inmates that theyhadnever felt before—something
so special that it led them to apologize to their families
and in some cases even to their victims' families."

—Warren N. Kenner, motivational speaker

"The Fourth Secret provides insights that make
behavior change come naturally. It presents a concept
that makes you say, "Why didn't I think of that?" This
powerful little book can change not just howyou act in
business, but your personal relationships as well."

—James Kilts & John Manfredi, coauthors of
Doing What Matters: How to Get Results That
Make a Difference

"Until it becomes required reading in our schools, I
recommend all families read it together."

—Lyn Tisdale Krant, COO, SK Sanctuary

"I recommendit to friends, family and clients. But it all
began with how it added to myown life first. I'm sure
every reader will find that added value."

—Peter Lambrou, Ph.D., vice chair of psychology,
Scripps Memorial Hospital, La Jolla, California,
and coauthor of Instant Emotional Healing



"As I read The 4th Secret I found myself making notes
in the margin. The book not only challenged me to take
an honest look at my attitude and behavior in all areas
of my life, but provided a process to genuinely improve.
There aren't many books I can say that about!"

—Jones Loflin, coauthor of Juggling Elephants

"The final secret of the One Minute Manager will
make a significant difference for managers, parents,
teachers and coaches."

—Robert Lorber, coauthor of Doing What Matters
and Who Are You and What Do You Want?

"The 4th Secret adds a dimension of poignant humanity
to the One Minute idea, lifting it from the merely
brilliant to the positively poetic."

—John David Mann, coauthor of The Go-Giver

"A little book that yields huge results. This perfect gem
reminds us of the other three little words that make
the crucial and surprising difference in all business
and personal relationships. Read it and feel your world
shift."

—Kathy Matthews, coauthor of The Watt Street
Diet, SuperFoodsRx and other bestsellers

"Some secrets are meant to be shared. There will be
no apologies necessary for telling everyone you know
about The 4th Secret."

—Todcl Musig, coauthor of Juggling Elephants
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Praise tor The 4th Secret of the One Minute Manager

"Read The 4th Secret of the One Minute Manager and discover a secret power
that will make things better for you and the people you touch with your life."

—Deepak Chopra, M.D., bestselling author and chairman of
the Chopra Center for Wellbeing

"This book will become its own phenomenon like The One Minute Manager

and Who Moved My Cheese? Companies will buy it for employees,

parents will buy it for their children, and friends will buy it as gifts for
friends. And the result will be a better and happier world."

—David Bach, #1 New York Times bestselling author of

The Automatic Millionaire

"The 4th Secret of the One Minute Manager is not a manipulative
technique for getting what you want. It is a testimony to what the power of

repentance and its related power of forgiveness can do to improve or
repair relationships, your business, and even your home."

—Cal Thomas, syndicated columnist and coauthor of Common Ground:

How to Stop the Partisan War That Is Destroying America

"Being an effective leader means being able to say you're sorry. This
delightful story highlights the wisdom and power that is contained in an honest
admission of being wrong. Your guide, the One Minute Manager, will not only

underscore the importance of using this critical leadership trait but will

also teach you anything you might have forgotten about saying you're sorry."
—Stephen C. Lundin, Ph.D., Harry Paul and John Ciiristexsex,

bestselling authors of Fish!

"Learning to apologize has to be an irrefutable law. The 4th Secret
of the One Minute Manager tells you how. Read it and have a better life."

—John C. Maxwell, New York Times bestselling author of
The 21 Irrefutable Laws ofLeadership

"The 4th Secret of the One Minute Manager is a

shark-proof strategy for making everyone's life better."
—Harvey M\ckay, #1 New York Times bestselling author of

Swim with the Sharks Without Being Eaten Alive
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