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About the book

Explore the Extraordinary  

Now a New York Times Bestseller: The True Story of Fred, the Mail Carrier

Who Transformed Customer Service  

20th Anniversary Updated Edition  

> "This beloved business classic has inspired millions over the years, and

today Mark Sanborn’s transformative insights are more relevant and needed

than ever."  

— Jon Gordon, Author of *The Energy Bus* and Co-Author of *The Coffee

Bean*  

Discover Fred's Story  

In this inspiring and timeless book by Mark Sanborn, an esteemed member

of the Speaker Hall of Fame, we meet Fred—an ordinary USPS mail carrier

with an extraordinary approach to his work. Shortly after moving to Denver,

Sanborn was introduced to Fred, a man who represented the pinnacle of

customer service excellence.  

Fred didn't just deliver mail; he made it a point to understand his customers'

preferences, whether they wanted packages left at their doorsteps or

notifications for pickup. Unlike others who viewed mail delivery as
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mundane, Fred found purpose in every interaction, striving daily to bring

smiles to those he served—whether he was correcting delivery mistakes or

simply offering a friendly chat.

Unleash Your Potential  

We've all encountered individuals like Fred—those who not only perform

their roles but thrive in them. In this book, Sanborn details four core

principles that anyone can embrace to revitalize their work and life:  

1. Make a real difference every day.  

2. Foster stronger relationships.  

3. Create immense value without spending money.  

4. Continuously reinvent yourself.  

Reflections on the Modern Workplace  

The updated edition reflects on the significant shifts in the workplace

landscape, emphasizing the desire for purpose and fulfillment among today’s

employees. With practical applications for the present day, Sanborn

encourages readers to adopt his principles to enhance their careers and

personal lives.  

Step into a More Exciting and Rewarding Life  

By employing Fred’s philosophy, you too can discover greater excitement,

satisfaction, and success in all areas of your life.
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Written by Books1
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Who should read this book The Fred Factor

"The Fred Factor" by Mark Sanborn is an inspiring read for anyone looking

to enhance their personal and professional lives. It is particularly beneficial

for leaders, entrepreneurs, and team managers who want to boost motivation

and service excellence within their teams. Additionally, individuals seeking

personal growth, improved relationships, and a renewed sense of purpose

will find valuable insights in the book. Its engaging storytelling and practical

advice resonate with those who aspire to make a positive impact in their

communities, emphasizing that exceptional service and meaningful

connections can lead to extraordinary results, regardless of one's role or

industry.
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Key insights of The Fred Factor in table format

Chapter/Section Summary

Introduction

The author introduces the concept of the 'Fred Factor', which
symbolizes how people can make a significant difference in
their work and the lives of others by focusing on passion,
service, and creativity.

Chapter 1: The
Fred Factor

Explains the origin of the term 'Fred Factor', which is based on
a mail carrier named Fred who goes above and beyond his job
to serve his community. Highlights the importance of
exceptional service.

Chapter 2:
Everyone is a
Fred

Encourages readers to see the potential in everyone to create
positive change and impact in their personal and professional
lives.

Chapter 3: Four
Key Principles of
the Fred Factor

Outlines the four key principles that drive excellence: 1.
Everyone has the potential to be a Fred. 2. Make an
extraordinary effort. 3. Show love and consideration for others.
4. Create a remarkable experience.

Chapter 4:
Making the
Ordinary
Extraordinary

Discusses how small, consistent acts can transform the
mundane into something remarkable, alluding to Fred's daily
commitment to service.

Chapter 5: The
Power of Service

Emphasizes the significance of serving others and how it can
lead to personal fulfillment and professional success.

Chapter 6:
Creating Lasting
Relationships

Focuses on the importance of building connections with others
and how these relationships enhance the impact of service.
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Chapter/Section Summary

Chapter 7:
Attitude Matters

Explores the role of a positive attitude in enhancing one's work
environment and influencing others positively.

Chapter 8:
Bringing out the
Fred in Others

Provides strategies for encouraging and empowering others to
adopt a Fred-like approach in their work and relationships.

Conclusion
Reiterates the central message of the book: that anyone can
be a 'Fred' by embodying exceptional service, fostering
relationships, and impacting the world positively.
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The Fred Factor Summary Chapter List

1. Chapter 1: Understanding the Concept of the 'Fred Factor' in Everyday

Life 

2. Chapter 2: The Importance of Personal Initiative and Exceptional Service 

3. Chapter 3: Building Stronger Relationships with Consistent Effort 

4. Chapter 4: The Transformative Power of Attitude and Passion 

5. Chapter 5: How to Create Memorable Experiences for Others 

6. Chapter 6: Becoming a 'Fred' and Inspiring Others to Do the Same 
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1. Chapter 1: Understanding the Concept of the
'Fred Factor' in Everyday Life

In his engaging book, "The Fred Factor," Mark Sanborn introduces a

compelling concept that focuses on the difference one individual can make

in the lives of others, highlighting the significance of personal initiative and

exceptional service. The term 'Fred' refers to a person—based on a real-life

postal worker named Fred who exemplifies extraordinary service through his

actions—that serves as a beacon of inspiration for everyone to emulate.

Sanborn sets the stage by explaining how Fred's approach to his job and

those he interacted with transformed mundane routines into remarkable

experiences. He portrays Fred as someone who takes pride in his work and

consistently looks for ways to go above and beyond what is expected. This

philosophy encourages readers to appreciate that greatness lies not only in

the big, glamorous gestures but also in the small, thoughtful actions that

positively impact the lives of others every day.

One of the core messages Sanborn conveys is that being a 'Fred' isn't limited

to certain professions or roles; it's a mindset that can be adopted by anyone,

anywhere, whether in the workplace, at home, or within the community. He

argues that by embracing the principles of the Fred Factor, individuals can

significantly enhance their own lives as well as the lives of those around

them. This transformation begins with recognizing that every interaction
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presents an opportunity to create value, inspire, and uplift.

Through storytelling and relatable anecdotes, Sanborn illustrates how

everyday actions—like greeting a stranger with a smile, showing genuine

interest in others, or providing exceptional service—can create a ripple

effect of positivity. He encourages readers to evaluate their own behaviors

and consider how they can embody the qualities of a 'Fred' in their daily

lives. This personal reflection cultivates a deeper understanding of the

concept, making it accessible and actionable.

The chapter concludes by reinforcing the notion that the Fred Factor is not

just about providing service; it’s about where that service comes from—a

genuine desire to care for others and make a difference. By recognizing each

person has the potential to be a 'Fred,' readers are motivated to adopt this

mindset and to incorporate it into their interactions, thus nurturing a culture

of exceptional service in every aspect of life. It sets a solid foundation for

the following chapters, where the importance of personal initiative,

relationship-building, attitude, and creating memorable experiences will be

explored in greater depth.
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2. Chapter 2: The Importance of Personal
Initiative and Exceptional Service

In the second chapter of "The Fred Factor," Mark Sanborn delves into the

pivotal role that personal initiative and exceptional service play in

transforming ordinary interactions into extraordinary experiences. He

emphasizes that the essence of the Fred Factor lies not in luck or

happenstance but in the intentional actions of individuals who choose to

make a difference in their own lives and the lives of others.

Sanborn introduces the concept of personal initiative by illustrating how it

differentiates those who merely go through the motions from those who

strive to excel. Personal initiative is described as the drive to take ownership

of one’s actions and decisions. It is the willingness to step up, act with

intention, and engage proactively in service to others. Sanborn notes that this

level of engagement can significantly impact customer satisfaction,

workplace environments, and community relationships. 

Exceptional service is presented as a natural extension of personal initiative.

When individuals embrace a mindset of service, they look for opportunities

not just to meet expectations but to exceed them. Sanborn shares anecdotes

and real-life examples of "Freds"—ordinary people who made extraordinary

efforts to uplift their customers through thoughtful gestures and proactive

support. These stories serve to highlight how a simple act of kindness or
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attention can leave a lasting impression, fostering loyalty and gratitude.

The chapter underscores the idea that exceptional service isn’t reserved for

those in traditional service roles. Everyone, regardless of their profession,

can champion personal initiative and choose to deliver exceptional service in

their interactions with others. Sanborn encourages readers to adopt an

attitude of service, suggesting that they ask themselves how they can elevate

their contributions in everyday tasks.

Furthermore, the author argues that personal initiative is contagious. When

one person acts with a spirit of service, it inspires those around them. This

ripple effect can create a culture of care and attentiveness that benefits

everyone involved, be it in a corporate setting, and educational environment,

or within a community group. Sanborn illustrates this through team

dynamics where members who adopt an initiative-driven approach bring out

the best in each other, creating an atmosphere rich in collaboration and

mutual support.

Ultimately, chapter two serves as a powerful reminder that our choices

matter. It motivates readers to reflect on their current level of engagement in

their work and relationships, encouraging them to pursue excellence through

personal initiative and exceptional service. By taking ownership of our

actions and committing to serving others, we can all become
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"Freds"—individuals who stand out by making a meaningful difference in

the lives of those we encounter.
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3. Chapter 3: Building Stronger Relationships
with Consistent Effort

In Chapter 3 of ‘The Fred Factor’, Mark Sanborn emphasizes the pivotal role

of consistent effort in cultivating strong relationships, both personally and

professionally. Sanborn argues that relationships are not built on grand

gestures or infrequent acts of kindness, but rather through the small,

consistent actions we take every day.

The essence of building stronger relationships lies in the intentionality

behind our interactions. Sanborn encourages readers to be mindful and

deliberate in their efforts, understanding that every contact with others

represents an opportunity to reinforce bonds. Relationships thrive on a

foundation of trust and reliability, which can only be established through

consistent and meaningful engagement. 

Sanborn provides practical advice on how to show that you care through

simple acts of kindness and attention. This can range from remembering

someone’s name to checking in on their well-being. These small gestures,

when performed regularly, accumulate over time to create a deep sense of

connection. People appreciate when they feel noticed, respected, and valued

— and this can be communicated through consistent behavior.

Additionally, the chapter discusses the importance of authenticity in these
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interactions. Building stronger relationships requires a genuine interest in

others, which fosters an environment of openness and trust. Sanborn urges

individuals to invest the necessary time and energy to truly understand the

needs and preferences of those around them. This investment is what makes

relationships resilient amidst challenges.

Sanborn also touches on the role of feedback in strengthening relationships.

He posits that openly communicating about both successes and areas for

improvement is vital for growth. Constructive feedback helps to align

expectations and can prevent misunderstandings from developing into

conflicts. By being open to dialogue and actively seeking feedback from

others, individuals can demonstrate their commitment to nurturing strong

relationships.

Furthermore, the chapter highlights the need for patience and perseverance.

Strong relationships are not built overnight; they require time and effort to

develop. Sanborn urges readers to approach relationships with a long-term

perspective, reminding them that setbacks and misunderstandings are part of

any meaningful connection. Consistent effort must persist through

challenges, with a focus on reconciliation and understanding.

In conclusion, Chapter 3 of ‘The Fred Factor’ reinforces that strong

relationships are the result of consistent and intentional actions. By
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committing to the small yet significant gestures that show we care,

practicing authenticity, seeking feedback, and remaining patient, individuals

can create fruitful and lasting connections. Through the lens of the Fred

Factor, relationships become a powerful source of enrichment, both for

ourselves and for those we interact with.
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4. Chapter 4: The Transformative Power of
Attitude and Passion

In this pivotal chapter, Mark Sanborn delves into the symbiotic relationship

between attitude and passion, illustrating how these two elements serve as

powerful catalysts for personal and professional transformation. At the heart

of the 'Fred Factor' concept is the understanding that one's attitude

significantly influences not only individual performance but also the

experiences of those around them.

Sanborn emphasizes that attitude is a choice, a conscious decision made

every day upon waking. It dictates the lens through which we view our

circumstances and interacts with our surroundings. A positive attitude can

turn mundane tasks into meaningful engagements, fostering an environment

where creativity and enthusiasm thrive. Sanborn cites examples from various

professions, demonstrating that individuals who approach their roles with a

genuine sense of passion and a favorable attitude tend to achieve remarkable

outcomes.

Moreover, passion plays an equally critical role. When individuals are

passionate about their work, they ignite the potential of those around them.

This infectious enthusiasm can uplift teams, encourage collaboration, and

inspire innovation. Sanborn shares stories of 'Freds'—ordinary people who,

through their passionate engagement and optimistic mindset, transformed
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not just their own lives but also the lives of their colleagues and customers.

He illustrates how passion fuels perseverance, enabling individuals to

overcome challenges and setbacks with a resilient spirit.

The chapter further explores how embracing both a positive attitude and

boundless passion can lead to extraordinary customer service. Sanborn

argues that when employees are engaged and excited about their roles,

customers can feel that energy, leading to deeper connections and

memorable experiences. He urges readers to recognize the influence they

have over their interactions and to harness their attitudes and passions to

create an open, inviting atmosphere.

Sanborn also presents practical steps to cultivate a transformative attitude

and deepen one’s passion for their work. He challenges readers to engage in

self-reflection, questioning what genuinely ignites their enthusiasm and how

they can express that vitality in their daily endeavors. By adopting a

proactive approach, individuals can reshape their attitudes, fostering a

mindset that welcomes challenges and sees opportunities where others may

see obstacles.

In summary, Chapter 4 of "The Fred Factor" resonates with the idea that

attitude and passion are not only personal traits but vital components that

can positively influence organizational culture and customer relationships.
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By taking ownership of their attitude and embracing their passions,

individuals can become powerful "Freds" in their own right, fostering a

transformative effect that revitalizes their work and the impact they have on

others.
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5. Chapter 5: How to Create Memorable
Experiences for Others

In Chapter 5 of "The Fred Factor," Mark Sanborn delves into the artistry of

creating memorable experiences for others, emphasizing that such moments

stem from intentional efforts, personal investment, and a genuine desire to

make an impact. Sanborn advocates for the notion that everyone has the

power to be extraordinary in their interactions, transforming mundane

exchanges into meaningful experiences.

The chapter illuminates several key principles that can guide individuals in

crafting these impactful experiences. Firstly, it stresses the importance of

personalization. Sanborn suggests that tailoring experiences to meet the

specific needs and preferences of individuals can significantly enhance the

perceived value of an interaction. This could involve anything from

remembering a customer's name to acknowledging their preferences and past

experiences. The personal touch not only makes individuals feel valued but

also fosters loyalty and deeper connections.

Next, Sanborn emphasizes the significance of being present in the moment.

He argues that giving others our full attention when interacting can create a

profound sense of respect and care, which inherently contributes to

memorable experiences. Whether it’s in a professional setting or social

encounters, active listening and engagement serve as powerful tools to
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strengthen relationships. When people feel heard and understood, it creates a

lasting impression that they will associate with the experience you provided.

Another crucial aspect discussed is the role of creativity. Sanborn

encourages individuals to think outside the box and to innovate their

approach to service and interpersonal interactions. By introducing unique

elements – whether it’s a thoughtful gift, an unexpected gesture, or a

personalized note – moments can be transformed into unforgettable

experiences. Creativity injects an element of surprise and delight, making

experiences more compelling and resonant.

Furthermore, Sanborn points out that emotional connections often dictate the

most memorable experiences. He invites readers to consider how they can

evoke positive emotions through their actions. Whether it’s through

expressions of gratitude, encouragement, or simply sharing a smile,

emotional engagement can leave a lasting mark on someone’s memory. He

notes that expressing genuine care and enthusiasm not only enhances

personal interactions but also inspires others to adopt the same mindset.

Lastly, Sanborn highlights the importance of consistency in creating

memorable experiences. He notes that when a person is reliably positive and

proactive in their service or interactions, it sets a standard that others come

to expect. This consistent level of engagement reinforces the idea of
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reliability and commitment to quality, which in turn builds trust and

admiration.

In essence, Chapter 5 serves as a guide for readers to harness their capacity

to positively influence the experiences of others. By leveraging

personalization, being present, embracing creativity, establishing emotional

connections, and ensuring consistency, anyone can become a source of

memorable moments in the lives of those around them. Sanborn

encapsulates the idea that the little things often lead to the most profound

impacts, thus encouraging everyone to be a ‘Fred’ in their own unique way.
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6. Chapter 6: Becoming a 'Fred' and Inspiring
Others to Do the Same

In this pivotal chapter, Mark Sanborn delves into the transformative journey

of becoming a 'Fred', emphasizing that being a 'Fred' is not just about

personal excellence, but also about inspiring those around us to embrace the

same spirit of initiative, service, and connection. A 'Fred' is essentially

someone who goes above and beyond, making a conscious choice to

enhance the experience of others through genuine care and commitment.

The first step towards becoming a 'Fred' is cultivating a mindset focused on

service and positive impact. Sanborn suggests that individuals must first

recognize their own potential for kindness and exceptional service. This

starts with understanding that everyone has the ability to make a difference,

regardless of their position or circumstance. By adopting a proactive attitude

and seeking opportunities to assist others, individuals can begin to embody

the qualities of a 'Fred'. 

Moreover, creating a culture where 'Fred-like' behavior can flourish is

essential. Sanborn discusses the importance of leading by example; when

one person steps up to provide exceptional service, it often inspires others to

do the same. He emphasizes that positivity and initiative are contagious, and

by showcasing these traits, a ripple effect can be generated in both personal

and professional environments. This environment encourages collaboration,
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innovation, and greater satisfaction among peers, setting a standard for

interpersonal dynamics.

Inspiring others to become 'Freds' involves effective communication and

encouragement. Sanborn suggests that sharing stories of successful 'Fred

moments' can motivate those around us to embrace similar attitudes.

Celebrating small wins, acknowledging contributions, and recognizing

efforts can create a supportive community that values service and

relationship-building. Workshops, team-building exercises, and open

discussions about service excellence can also help reinforce the value of

being a 'Fred'. 

To solidify this transformation, Sanborn introduces the idea of

accountability. He encourages individuals to hold themselves and each other

responsible for maintaining high standards of service and

relationship-building. By fostering a sense of community responsibility

toward 'Fred-like' behaviors, groups can mutually support each other in the

journey towards becoming Freds.

Additionally, Sanborn highlights the importance of resilience in this process.

Becoming a 'Fred' can sometimes involve facing challenges,

disappointments, and setbacks. It’s vital for individuals to maintain their

commitment to service and to learn from these experiences rather than
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allowing them to deter their initiative. Encouraging a culture where failure is

viewed as a stepping stone rather than a stumbling block can be instrumental

in developing relentless and dedicated 'Freds'. 

Ultimately, becoming a 'Fred' and inspiring others to do the same is about

making a deliberate choice to prioritize the needs of others and elevate the

experiences of those around us. It is about embracing an infectious

enthusiasm for life, work, and relationships that fosters excellence and joy.

As each person commits to this journey, the collective impact can lead to

profound changes in communities, workplaces, and all realms of interaction,

creating a legacy of positivity and service that resonates far beyond

individual actions.
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5 Key Quotes of The Fred Factor

1. "Instead of merely being employees, we can become ‘Freds’ – people who

bring their heart to work and make a difference in the lives of others." 

2. "What makes a person extraordinary is not just their talent, but their

attitude and commitment to serve others." 

3. "Greatness is not a destination; it’s a journey we commit to every day

through our actions and interactions with others." 

4. "People may forget what you said, but they will never forget how you

made them feel." 

5. "Everyone has the potential to be a ‘Fred’—it’s about choosing to be

remarkable in whatever role you have." 
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