
Index

Aaron (real estate agent), 110�111
Adams, John, 78
Addiction:

giving as, 206
worry as, 169�170

Advertising:
newspaper, 9�10
in real estate crash, 115�116
role of, 92�93

Agents. See Real estate agents
Airlines, 199
Alcoholics, meetings for, 155
Alicia (real estate agent), 110
Arizona:

deciding to move to, 168�169
dual agency, 20�21
real estate licensure requirements, 37

Arizona Republic newspaper ads,
9�10

Arrogance, 164�165
Assembly line analogy, for teams, 99
Auel, Jean, 67
Automakers, 199, 200

Bank clients:
DNU (Do Not Use) files, 121, 183
first, 120, 121
importance of, 117
lessons from, 120
loss mitigators, 130
one-strike policy, 121, 183
real estate crash and, 117
referrals to, 120, 121, 122�123, 124
resistance to getting, 119�120
statistics, 130
truth, trusting, 183�184

Bank-owned properties, 117, 119,
125�126, 127, 130

Best, being:
car dealership claims, 133
Clients First and, 134�135, 136�137
drive and determination, 136�137
football teams, 135�136
importance of, 133�134
Macy’s, 133

BMW, 199
Books, scouting for and selling, 19�20
Bottom 10 percent theory, 65�66
Brian (real estate agent), 109�110
Brilliance, 92
Bubble, real estate, 92
Builders and building trades, 114, 115
Burdens, letting go of:

change, possibility of, 171
decision making, 168�169
detachment, 170�171
martyrs, 168�169
monkeys, role in creating, 169
worry as addictive, 169�170
worry chart, 170

Burns, Robert, 198
Business:

as about people, 193
building one client at a time, 209

Buyer’s agents, 97�98
Buyers versus sellers, 97

Cahill, Dr., 106
Callaway Country, 116
Car dealerships, 133
Caring:

about, 53�58
client desire for, 57�58, 72
client retention/return and, 57�58
defined, 54�55
as focus, 55
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Caring: (continued)
importance of, 110�111
liking people and, 196
money concerns and, 53�54
power of, 56�57
real estate crash and, 124�125, 129
serving client interests and, 56

Carmakers, 199, 200
Chain analogy, for teams, 99
Chance, taking a, 177
Change:

Clients First and, 140�141
mystery of, 146
possibility of, 171
quick versus slow, 175�176
in work life, 191

Checking your work, 91
Cherry-picking clients, 65, 66, 68, 159
Christmas cards and gifts, 61,

121�122, 204
Christmas Carol, A (Dickens), 84
Circle of influence, 37�38
Clan of the Cave Bear, The (Auel), 67
Client(s). See also Institutional clients

as advocate for you, 185
building business one at a time, 209
buyers versus sellers, 97
caring, desire for, 56, 57�58, 72
cherry-picking, 65, 66, 68, 159
Christmas cards/gifts to, 61,

121�122, 204
commissions, concern about, 163
competence, desire for, 72
decision making by, 85
desires of, 199�200
difficult, 87
distressed, 128�131
diversity of, 71
firing, 66, 159
first choices of, 134
getting to know, 72
gifts to, 121�122
holiday cards/gifts to, 61, 121�122, 204
honesty, desire for, 72
importance of, 111
intuition of, 79�80
keeping, 19, 21�23, 27�29
lifting up by, 74�75
liking all, 195�196

qualifying, 65, 66, 68, 159
reaction of, 185
real estate crash and, 115, 131
referrals from, 80, 120, 121, 122�123,
124

retaining, 57�58
rich, 72
self-interest of, 163
standing in shoes of, 201
staying in touch with, 121�122
sucking up to, 32
talking to, 156
teammates as, 101
thanking, 84
tough, 73�74, 75
viewpoint of, 200�201
working with, satisfaction of, 79

Clients First. See also Three keys
articulating, 4�6, 31�34
assistants, discussing with, 25�29
beginning of, 21�23
benefits of, 152
changes resulting from, 140�141
as change within, 141
commitment to, 61�62, 150�152
communication as runner-up to,
86�87

explaining, 4�6, 31�34
freedom of, 169
gifts from, 140
gratitude as runner-up to, 84�85
gratitude for, 141
as journey, 208�210
list of 122 ways to put clients first,
31�32

as mission statement/book title, 16, 29
narrowing down list, 33�34
obedience as runner-up to, 87�88
readiness for, 141
real estate crash and, 116, 130�131
respect as runner-up to, 85�86
runners-up to, 83�88
scenario, 211�213
serving, hunger for, 209
simplicity of, 141
step 1: make the commitment,
149�152

step 2: speak the commitment,
153�156
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step 3: keep the commitment, 157�160
step 4: get yourself out of the way,
161�166

step 5: set the monkey down, 167�171
step 6: put your faith in others,
173�179

step 7: trust the truth, 181�185
step 8: let the work be the reward,
187�191

step 9: learn to like people,
193�196

step 10: turn it around, 197�201
step 11: give to get, 203�206
steps, list of, 147�148
synergy of, 78�81
team and, 25�29, 48�50
as timeless, 72
world based on, 211�213

Clinton, Bill, 139
Cloning, 95
Closed mindedness, 198�199
Cold calling, 38
Commission(s):

adjustments to, 20, 54
client concern about, 163
giving up piece of, 20
lost, 163
real estate crash and, 115
unearned, 163

Commitment. See also Commitment,
keeping; Commitment, making;
Commitment, speaking

benefits of, 150
to Clients First, 61�62, 150�152
embracing, 150
fear of, 149�150
to liking all your clients,
195�196

resenting, 150
shallow versus deep, 151
to team, 99, 101

Commitment, keeping:
firing poor performers, 159
getting back up, 158
habits, forming new, 160
heroes, 157�158
perseverance, 157�158
recommitting every day, 160
resilience, 158

rules and restrictions, excessive, 159
vigilance, 160

Commitment, making:
Clients First, committing to,
150�152

commitment, benefits of, 150
commitment, embracing, 150
commitment, fear of, 149�150
commitment, resenting, 150
commitment, shallow versus
deep, 151

“no” option, examining, 151
Commitment, speaking:

clients, talking to, 156
commitment, strengthening with
words, 155�156

embarrassment about saying dumb
things, 153�154

kindness, 153
reaction from others, 156
teammates, speaking commitment by,
156

words, choosing, 154�155
words, positive versus negative, 154
words, power of, 154

Communication, 86�87
Competence:

about, 45�51
client desire for, 72
gaining, 46�48, 49, 79
importance of, 110
lack of, 45�46
pursuing, 50�51
real estate crash and, 123, 124, 129
work as reward and, 188, 190�191

Competitiveness, 134�135, 136, 161
Confidence:

in future, 140
trust and, 110

Confucius, 187, 188
Continuing education, 50�51
Contract agents, 98�99
Corporate retreats, 155
Cover-up versus crime, 182
Crash. See Real estate crash
Crime versus cover-up, 182
Customers. See Client(s)
Cycles, real estate, 92, 146. See also Real

estate crash
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Decision making:
by clients, 85
on moving to Arizona, 168�169
worry and, 168�169

Delegation, 178
Detachment, 170�171
Determination, 136�137
Detroit automakers, 199, 200
Dieting, 158, 160
Difficult clients, 87
Dillard’s, 104
Disproving, 91�92, 93�94
Distressed clients, 128�131
Diversity of clients, 71
DNU (Do Not Use) files, 121, 183
Doing the right thing, 73�74
Dole, Bob, 139
Dollar Tree, 104�105
Donation to Habitat for Humanity,

204�205
Donna (real estate agent), 96�98
Do Not Use (DNU) files, 121, 183
Doors, knocking on, 194�195
Dreams, 140
Drive, 136�137
Driving from Phoenix to Las Vegas, 207
Dual agency, 20�21

Edsel automobile, 200
Education for real estate agents, 37�38,

45, 47, 50�51
Ego, controlling:

arrogance, 164�165
ego, healthy, 163�164
elephant analogy, 162
popularity, 165
self-importance, 162�163, 165�166
self-interest of clients, 163

80/20 rule, 65
Elephant analogy, 162
Embarrassment about saying dumb

things, 153�154
Emotions in residential resale, 39, 67
“Evil people,” 74, 75
Example to others, being, 191
Eyes, 197�198

Failures, dealing with, 182, 183�184
Fairness, 42

Faith in others:
chance, taking a, 177
change, quick yet slow, 175�176
disputes about, 175
first, going, 175
letting go, 178
miracles, 176�177
money, forgetting about, 173�174
overwhelmed feeling, remedy for, 173
serving others, 173�174
serving others, unleashing power of, 177
as twofer, 173, 178�179

Fear of commitment, 149�150
Few Good Men, A (movie), 85
FHA-insured loans, 114
Firing:

clients, 66, 159
team members, 159

First, being:
car dealership claims, 133
Clients First and, 134�135, 136�137
drive and determination, 136�137
football teams, 135�136
importance of, 133�134
Macy’s, 133

First choices of clients, 134
Fitzgerald, F. Scott, 72
Food supply safety, 175
Football teams, 99�100, 135�136
Ford, Henry, 200
Ford Company, 200
Foreclosure moratoriums, 127
Foreclosures, 117, 119, 125�126, 127, 130
Founding Fathers, 78
Franklin, Benjamin, 78
Freedom:

of Clients First, 169
of honesty, 40�41, 78�79

Free passes from muliplex, 205�206
Future:

bridge to, 139
confidence in, 140

Generational labels, 71
Getting back up, 158
Getting to know clients, 72
Getting yourself out of the way:

arrogance, 164�165
ego, healthy, 163�164
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elephant analogy, 162
popularity, 165
self-importance, 162�163, 165�166
self-interest of clients, 163

Gifts:
to clients, 121�122
from Clients First, 140

Giving to get:
as addictive, 206
Habitat forHumanitydonation,204�205
money, giving, 204�205
multiplex, free passes from, 205�206
paradox of, 203�204

Going first, 175
Government intervention in real estate

crash, 73�74, 127�128
Gratitude:

for Clients First, 141
as runner-up to keys, 84�85

Green Bay Packers, 135, 136
Greener pastures, 189
Guilt versus innocence, 73�74

Habitat for Humanity donation, 204�205
Habits, forming new, 160
HAFA (homes affordable foreclosure

alternative), 128
HAMP (home affordable modification

program), 128
Harley-Davidson, 9
Healthy ego, 163�164
Hemingway, Ernest, 72
Heroes, 157�158
History, making, 78
Holiday cards and gifts, 61, 121�122, 204
Home affordable modification program

(HAMP), 128
Homeowners, upside down, 130
Home prices, during real estate crash, 113,

114, 116
Homes affordable foreclosure alternative

(HAFA), 128
Honda, 199
Honesty. See also Truth, trusting

about, 38�43
client desire for, 72
fairness and, 42
freedom of, 40�41, 78�79
handling, 85

importance of, 39�40
as insurance against lawsuits, 42
as magnet, 42�43
power of, 41�42, 181
real estate crash and, 124, 129

Honeycomb analogy for teams, 100
Hopes, 140
Hospital housekeeping job, 187�188
Housekeeping job, hospital, 187�188
Houses, memory for, 97
Hubbard, L. Ron, 65
Human vision, 197�198

Influence, circle of, 37�38
Innocence, presumption of, 73�74
Institutional clients:

DNU (Do Not Use) files, 121, 183
first, 120, 121
importance of, 117
lessons from, 120
loss mitigators, 130
one-strike policy, 121, 183
real estate crash and, 117
referrals to, 120, 121, 122�123, 124
resistance to getting, 119�120
statistics, 130
truth, trusting, 183�184

Insurance against lawsuits, 42
Intuition of clients, 79�80

Jeff (real estate agent), 110
Job security, 134
Joe (real estate agent), 111
Journey:

Clients First as, 208�210
life as, 207�208

Joyce (real estate agent), 105�107
Justice system, 73�74

Karma bank, 68, 125, 205
Keeping the commitment:

firing poor performers, 159
getting back up, 158
habits, forming new, 160
heroes, 157�158
perseverance, 157�158
recommitting every day, 160
resilience, 158
rules and restrictions, excessive, 159
vigilance, 160
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Kelly (real estate agent), 178
Keys. See alsoCaring; Competence; Honesty
about, 34, 35

communication as runner-up to, 86�87
gratitude as runner-up to, 84�85
obedience as runner-up to, 87�88
respect as runner-up to, 85�86
runners-up to, 83�88
synergy of, 78�81
as timeless, 72

Kindness, 153
Kmart, 84
Knocking on doors, 194�195

Labels, 71, 72
Las Vegas, driving to, 207
Lawsuits, insurance against, 42
Lenders, 113, 114, 115
Lessons:

from institutional clients, 120
from real estate crash, 129

Letterman, David, 156
Letting go, 178
Licensure requirements, 37
Life as journey, 207�208
Lifting up by clients, 74�75
Liking people:

business as about people, 193
caring and, 196
commitment to liking all your

clients, 195�196
doors, knocking on, 194�195
fascination of people, 194
joy of people, learning, 194
as natural versus effortful, 194, 196
opening up, 196
prejudging, 195
story, learning others’, 194�195

Limitations, acknowledging, 79
Loan modification program, 73�74,

127�128
Loans, FHA-insured, 114
Lockbox installation, 100, 101
Losing versus winning, 83
Loss mitigators, 130
Luck, 92

Macy’s, 133, 134
Magnet, honesty as, 42�43
Marathon, running, 17

Marge (broker), 3, 77
Marketing, 9�11, 92�93
Marta (assistant):

Clients First and, 27, 28�29, 95�96
competence of, 48�49
role of, 25

Marti (real estate agent), 103�105
Martyrs, 168�169
McDonald’s, 93
Memory for houses, 97
Miracles, 176�177
Mission statement, 16, 29
Mistakes, dealing with, 182, 183�184
Model T automobile, 200
Moment, staying in the, 207�208
Money:

caring and, 53�54
forgetting about, 173�174
giving, 204�205
mindset about, 158

Monkey, setting down:
change, possibility of, 171
decision making, 168�169
detachment, 170�171
martyrs, 168�169
monkeys, role in creating, 169
worry as addictive, 169�170
worry chart, 170

Mortgages, FHA-insured, 114
Movie scripts, 80
Moving to Arizona, deciding about,

168�169
Multiplex, free passes from, 205�206
Mustang Library presentation, 3�5

Negative reaction from others, 156
Newspaper advertising, 9�10
Nixon, Richard, 183
“No”:

as option, 151
saying excessively, 159

Now, reveling in the, 207�208
Number one, being:

car dealership claims, 133
Clients First and, 134�135,
136�137

drive and determination, 136�137
football teams, 135�136
importance of, 133�134
Macy’s, 133
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Obedience, 87�88
One-in-a-hundred rule, 68
One-strike policy, 121, 183
Opening up, 196, 197
Other people. See also Faith in others;

Liking people
being example to, 191

business as about, 193
“evil,” 74, 75
as fascinating, 194
joy of, 194
reaction from, 156
serving, 32, 173�174, 177, 209
stories of, 194�195

Overwhelmed, remedy for feeling, 173

Pareto principle, 65
Past:

bridge to, 139
looking at, 140

People. See also Faith in others; Liking
people

being example to, 191
business as about, 193
“evil,” 74, 75
as fascinating, 194
joy of, 194
reaction from, 156
serving, 32, 173�174, 177, 209
stories of, 194�195

Perceptiveness, 197
Perseverance, 157�158
Persistence, 68
Perspective, 197�198
Phoenix, driving from, 207
Phoenix/Scottsdale real estate

market, 92, 113�114, 117
Popularity, 165
Power:

of caring, 56�57
of honesty, 41�42, 181
of serving others, 177
of synergy, 79�80
of words, 154

Prejudging, 195
Pride in work, 188, 190�191, 209
Property presentation agents,

100�101
Proving and disproving, 91�92,

93�94

Qualifying clients, 65, 66, 68, 159
Quitting, 17, 191

Rain, viewpoints on, 153
Reaction from others, 156
Readiness for Clients First, 141
Real estate:

as about people, 193
cycles in, 92, 146
emotions in, 39, 67
lockbox installation, 100, 101
signs, hanging, 100, 101, 201
“sold” signs, 201
specialization in, 97�101

Real estate agents:
buyer’s agents, 97�98
contract agents, 98�99
dual agency, 20�21
education for, 37�38, 45, 47, 50�51
importance of, 59, 60
licensure requirements, 37
need for, 59, 60
property presentation agents,
100�101

public opinion of, 60
real estate crash and, 115, 121
training for, 37�38, 45, 47, 50�51

Real estate bubble, 92
Real estate crash:

about, 113�114
advertising during, 115�116
bank clients, 117
caring, 124�125, 129
as cash-only wasteland, 114
client base, 115, 131
Clients First, 116, 130�131
commissions, 115
competence, 123, 124, 129
effects of, 92, 114
government intervention in, 73�74,
127�128

home prices, 113, 114, 116
honesty, 124, 129
institutional clients, 117
lessons from, 129
loan modification program, 73�74,
127�128

team members and, 116, 124
Real estate owned (REO) properties, 117,

119, 125�126, 127, 130
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Recommitting every day, 160
Referrals from clients, 80, 120, 121,

122�123, 124
Resenting commitment, 150
Residential resale, emotions in, 39, 67
Resilience, 158
Respect, 85�86
Restaurant example, 159
Retreats, corporate, 155
Reward. See Work as reward
Rich clients, 72
Rich people, 85
Right thing, doing, 73�74
Rules and restrictions, excessive, 159
Runners-up to three keys:

communication, 86�87
gratitude, 84�85
obedience, 87�88
respect, 85�86

Running, quitting, 17

Satisfaction of working with clients, 79
Scholarships, 108
Screenwriting, 80
Scripts, movie, 80
Self-importance, 162�163, 165�166
Self-interest of clients, 163
Sellers versus buyers, 97
Serving others, 32, 173�174, 177, 209
Shakespeare, William, 71
Shallow commitment, 151
Shaw, Russell, 3
Shoe shine example, 190
Short sales:

defined, 128
statistics, 130

Signs, real estate, 100, 101, 201
Silence as punishment, 86
Smoking, quitting, 17
Socrates, 71
“Sold” signs, 201
Southwest Airlines, 199
Speaking the commitment:

clients, talking to, 156
commitment, strengthening with

words, 155�156
embarrassment about saying dumb

things, 153�154
kindness, 153

reaction from others, 156
teammates, speaking commitment by,
156

words, choosing, 154�155
words, positive versus negative, 154
words, power of, 154

Specialization in real estate, 97�101
St. Louis airport shoe shine, 190
Starbucks, 104
Step 1: make the commitment:

Clients First, committing to, 150�152
commitment, benefits of, 150
commitment, fear of, 149�150
commitment, learning to embrace, 150
commitment, resenting, 150
commitment, shallow versus deep, 151
“no” option, examining, 151

Step 2: speak the commitment:
clients, talking to, 156
commitment, strengthening with
words, 155�156

embarrassment about saying dumb
things, 153�154

kindness, 153
reaction from others, 156
teammates, speaking commitment by,
156

words, choosing, 154�155
words, positive versus negative, 154
words, power of, 154

Step 3: keep the commitment:
firing poor performers, 159
getting back up, 158
habits, forming new, 160
heroes, 157�158
perseverance, 157�158
recommitting every day, 160
resilience, 158
rules and restrictions, excessive, 159
vigilance, 160

Step 4: get yourself out of the way:
arrogance, 164�165
ego, healthy, 163�164
elephant analogy, 162
popularity, 165
self-importance, 162�163, 165�166
self-interest of clients, 163

Step 5: set the monkey down:
change, possibility of, 171
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decision making, 168�169
detachment, 170�171
martyrs, 168�169
monkeys, role in creating, 169
worry as addictive, 169�170
worry chart, 170

Step 6: put your faith in others:
chance, taking a, 177
change, quick yet slow, 175�176
disputes about, 175
first, going, 175
letting go, 178
miracles, 176�177
money, forgetting about, 173�174
overwhelmed feeling, remedy for, 173
serving others, 173�174
serving others, unleashing power of,
177

as twofer, 173, 178�179
Step 7: trust the truth:

clients, reaction of, 185
mistakes, dealing with, 182, 183�184
trust, broken, 181
truth, as powerful concept, 181
truth, benefits of, 182�183
truth, embracing, 184�185
truth, of Clients First, 185
truth, trusting without caution, 182

Step 8: let the work be the reward:
competence and, 188, 190�191
Confucius on, 187, 188
example to others, being, 191
greener pastures, 189
hospital housekeeping job, 187�188
pride in work, 188, 190�191
quitting and making change in work
life, 191

shoe shine example, 190
supermarket bagging examples,
190�191

work you love, choosing, 188�189
Step 9: learn to like people:

business as about people, 193
caring and, 196
commitment to liking all your clients,
195�196

doors, knocking on, 194�195
fascination of people, 194
joy of people, learning, 194

as natural versus effortful, 194, 196
opening up, 196
prejudging, 195
story, learning others’, 194�195

Step 10: turn it around:
clients, desires of, 199�200
clients, viewpoint of, 200�201
closed mindedness, 198�199
perceptiveness, 197
perspective, 197�198
viewpoint, awareness of, 197

Step 11: give to get:
as addictive, 206
Habitat for Humanity donation,
204�205

money, giving, 204�205
multiplex, free passes from, 205�206
paradox of, 203�204

Stuart (real estate agent), 100�101
Success, reasons for, 83, 91�93, 94
Sucking up, 32
Sue (employee), 107�109
Supermarket bagging examples, 190�191
Suppressive personalities, 65
Susan (assistant), 25�26, 27�28,

48�49
Synergy:

as beacon, 80
of Clients First, 78�81
defined, 77, 80
between people, 77�78
power of, 79�80
of three keys, 78�81
volume of, 79�80

Tagline, 200, 201
Talking to clients, 156
Team(s):

assembly line analogy for, 99
chain analogy for, 99
Clients First and, 25�29, 48�50
commitment, speaking, 156
commitment to members of, 99, 101
defined, 99
football, 99�100, 135�136
honeycomb analogy for, 100
integral nature of, 100�101
leveraging yourself through, 95�96
members as clients, 101
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Team(s): (continued)
real estate crash and, 116, 124
specialization on, 97�101

Thanking clients, 84
Three keys. See also Caring; Competence;

Honesty
about, 34, 35

communication as runner-up to,
86�87

gratitude as runner-up to, 84�85
obedience as runner-up to, 87�88
respect as runner-up to, 85�86
runners-up to, 83�88
synergy of, 78�81
as timeless, 72

Time, biding, 189
Timeless, Clients First as, 72
Timing, 92
Tipping points, 62�63
Title companies, 114
Tough clients, 73�74, 75
Training for real estate agents, 37�38, 45,

47, 50�51
Traveling metaphor, 207�208
Trust, 110, 181. See also Truth, trusting
Truth, trusting:

bank clients and, 183�184
clients, reaction of, 185
institutional clients and, 183�184
mistakes, dealing with, 182, 183�184
trust, broken, 181
truth, as powerful concept, 181
truth, benefits of, 182�183
truth, embracing, 184�185
truth, of Clients First, 185
truth, trusting without caution, 182

Turning it around:
clients, desires of, 199�200
clients, viewpoint of, 200�201
closed mindedness, 198�199
perceptiveness, 197
perspective, 197�198
viewpoint, awareness of, 197

Twain, Mark, 170

Upside down homeowners, 130

Viewpoint(s):
awareness of, 197

client, 200�201
differing, 153

Vigilance, 160
Vision:

human, 197�198
seeing others’, 198�199

Walmart, 93, 199
Walton, Sam, 111, 199
Watergate scandal, 183
Websites, 92�93
Wegmans, 107�109
Weight Watchers, 155
Wells Fargo Bank, 104
Winning versus losing, 83
Wisdom, going against current, 26
Words:

choosing, 154�155
commitment, strengthening with,
155�156

embarrassment about, 153�154
positive versus negative, 154
power of, 154

Work. See also Work as reward
change in, 191
checking your, 91
choosing, 188�189
loving your, 187, 188, 189, 191
pride in, 188, 190�191, 209
satisfaction of, 79

Work as reward. See also Work
competence and, 188, 190�191
Confucius on, 187, 188
example to others, being, 191
greener pastures, 189
hospital housekeeping job, 187�188
pride in work, 188, 190�191
quitting and making change in work
life, 191

shoe shine example, 190
supermarket bagging examples,
190�191

work you love, choosing, 188�189
Worry:

as addictive, 169�170
chart for, 170

Yolanda (real estate agent), 45, 46
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