
Making nice pays off in often nasty world
Whendid nasty become the new

nice? Recent examples abound: see
Sen. JoeWilson (“you lie”); Serena
Williams (paraphrasing: “I’ll shove
this tennis ball …”) andKanyeWest
(paraphrasing again:
“actually, Taylor, you’re
not the best, despite the
lovelyawardIjusthand-
edyou.”).

I’mall forspeaking
yourmind,butwhat
happenedtoconsider-
ations likevenue, tone
andplainoldcivility?

Politicians,perform-
ers,proathletesandotherpublic
figuresat leastusedtomindtheir
publicspeech, ifnotsomequestion-
ableprivatebehavior.Arewenow
soheadlinedriventhatprovoca-
tivespeechandactionsarenow
standardoperatingprocedure, for
nootherdiscerniblepurposes than
boostingegosandGooglesearch

rankings?
There’snoneedtomakethecase

forvilewordsoractions thatmay
havebeenprovoked(in thecaseof
Williams, reacting toa line judge’s

call),assomehowmore
excusable thanthat
which iscalculated
(likely,Sen.Wilson’s).
Nasty isnasty.While
IadmireWilliams’s
multiplemeaculpas,
whydidsheventure
there in thefirstplace?
Westseemedgenu-
inelymovedwhenJay

Lenoaskedhowthesinger’s late
motherwould judgehisbehavior.
Butwhydid itget to that?

Itwouldn’tbothermethatmuch
if Ididn’t seeevidence inourevery-
day lives,whereasimple thankyou
forholdingadoor(heck,evenhold-
ingadoor) ismoreexceptionthan
rule, andwhereshort-form,rapid

electroniccommunicationgivesap-
parent license tosaywhatyouwant,
whenyouwant, towhomeveryou
want, if fornootherreasonthan
youcan.

But I’mencouraged,becauseI
seeamile-wideopeningfornice
guys likeyouandme.Let’scall the
opportunity,RememberingThe
PowerofNice,ForFunandProfit.
Tworecenteventsbrought it into
focus.

MyhusbandandIgotstranded
waiting foraconnectingflight toa
longoverduevacation. Itwas the
motherofalldelays.Analreadyfit-
to-be-tiedgateagent, ill-equipped
todealwithever-grouchierpas-
sengers—andwearing itonher
sleeve—almostexplodedwhen
a last-minutegatechangewasan-
nounced.

Thatcombustibilitywasn’t lost
onourdelay’seldestvictim:an
adorable, spry,90-somethingyear-
old lady.Havingwitnessedall she
couldtake, shesidleduptothe
agentandproduceda littlepam-
phlet: 16WaystoReduceStress.
(Iamnotmakingthisup.) “Here,
dear, take this. Ithelpsmea lot,”
sheoffered. “I justcamefrommy
friend’s94thbirthday,andI’mfeel-
inggreat.”

Theagent literallymelted.Our
nonagenarianhero’shaggardfellow
travelersbrokeout insmiles,madly
dashingforourplane(yes, she
made it, too).Asimpleactofkind-
nesschangedallofourdays,and
I’dbet fundamentallychangedthat
agent’sattitude.Thepowerofnice:
workplace-style.

Iwitnessedthatpowerona
granderscaleataseriouslybig
eventmyfirmrecentlyproduced,
involvingandattendedbyhigh-
levelmilitarypersonnel.

Manymonthsprior to theevent,
awell-knownrelativeofamajor
politicalfigurehadcommittedtobe
ourmarqueespeaker, andourplan-
ningbecamegearedaroundher.

As fatewouldhave it, theday
before theevent,ourspeakerwas
befallenbyachronichealth issue
that reared itspainfulheadat the
worst time,andshehadtopullout.
That is,onlyafter tryingeverypos-

sible treatmentandplyingeveryre-
source,downtokeepingherprivate
jetonstandby.

Shedidn’thaveacontractual
obligationtofindareplacement,
but that iswhatshedid,even inthe
throesofwrenchingpain.Not just
anyreplacement,butoneofher
topic’s topexperts,whohadliterally
justarrived in town,straight from
ahumanitarianmission inAngola.
Notonlydidhedeliverherremarks,
he internalizedthemandmade
themhisown.

At theendof theday,whatdid
theydo?Theytreatedusnicely,put-
ting themselves inourshoes,ask-
ing, “HowwouldIwant tobetreat-
ed?”Andmadesomethinghappen.

Itcreated inmeasenseofgrati-
tudeonascale I’dnever feltprofes-
sionally. I’mnowadeepersupport-
erof, andevangelist for, thecause
towhichthey’vededicatedmuch
of their lives—protectingmilitary
personnelandcivilians inconflict-
riddenareas fromthedevastation
wroughtbyroadsideexplosives.

Theiractofextremekindness
gavemepausetoappreciatemy
ownstaffevenmore, for their team-
work,flexibilityandprofessional-
ismundernearly impossiblecir-
cumstances, andremindingmeof
thecarrot’spowertomotivateover
thestick.

Wespendsomuchtimeworry-
ingabout the futureorwringing
handsover thepast. It leavespre-
cious fewmoments to live in the
presentandfeel thatsenseofgrati-
tudetoothers for jobswelldone,as
theyaredone.

Ifyoubelieveas Idothatpresent
thinkingmotivates futureaction
andoutcomes, takingtimeout to
acknowledgewhat isgoodnaturally
leads topositive things, strongly
influencedby—andgenerating its
own—fundamentallynicebehav-
ior.

Call itmynicestrategy.Leaving
littleelse tosayexcept, thankyou
forreading.

■
KathyMetts is president of
Maryville-based Impact Associates, a
management consulting and strategic
events firm.
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