


Southwest Airlines has famous and outstanding customer service, but management will 
tell you that it’s their employees who get most of the credit. Southwest Airlines hires only 

upbeat employees—those who are positive, compassionate, diplomatic, and empathic. 
Then they try to keep them that way. What behaviors do Southwest employees 
practice that spur happiness and corporate success? Can you do the same things? 
Here are three: 1) Seek creative solutions to work problems. Ideas may not always be 
accepted, but in your job or among your peers, continue to seek ways of doing things 
more effectively. 2) Establish a way to celebrate success among your peers. Peer 
recognition is the most reinforcing. 3) Reduce customer service stress by imagining 
your customer as a loved one—a child, mother, father, or person who energizes you. 
Applying this perspective can create a more positive attitude and reduce stress. 
Sound a bit crazy? This is how Southwest Airlines employees are encouraged to 
think. It’s the reason that the airline’s stock exchange symbol is LUV.

Happiness Tactics from Top Performers

Food 
Diaries 
Do Work
Losing weight is the most 

popular New Year’s 
resolution and health 
activity. To increase your 
chances of success, use 

a food diary. Distinguished researchers and experts from the health fi elds have studied 
this technique extensively. It works for nearly 70 percent of people who try it, and most 
people lose enough weight to reduce health risks. Combine commonsense health and diet 
principles with journaling and you’ll be set. You can get a food diary by searching online 
for the phrase “Print Food Diary.” Next, grab some Post-it® notes and put them in your 
purse or pocket. In the diary, or on notes if the diary isn’t handy, start recording what you 
eat. You can also e-mail or send a text message to yourself, if needed, so that you stay on 
track. Monitoring behavior is effective and very likely to change your food consumption 
level. Source: Kaiser Permanente Center for Health Research

Sexual harassment is becoming more subtle 
with new technology such as texting, PDAs, 

and instant messaging. However, it’s still illegal 
and victimizes others. From the privacy of a tiny 
keyboard, it is easy to send a message with an 
unwelcome impact. Your best tool to avoid being 

accused of sexual harassment is “other awareness,” 
which means paying attention to statements or 

actions of the person (or others around you) who do 
not welcome your comments or behaviors.  “No,” “not 

interested,” “please stop,”  “don’t do that,” “no, thanks,” silence, or even looks of disapproval 
all mean the same thing: “Don’t do that again.” Understand when not to repeat the behavior. 
One mistake many perpetrators of sexual harassment make is practicing the unwanted 
behavior again, convinced that it will be accepted if only attempted in a different way.

Subtle Sexual Harassment 
Is Still Serious

Resiliency has been a hot topic for 
a couple of years. Its focus is on 

withstanding and recovering from ad-
versity. The recession, getting laid off, 
and helping soldiers have all been the 
focus of articles about resiliency and 
training for resiliency. Staying resilient 
is not about being “tough” or bouncing 
back like a ball when bad things hap-
pen. It goes deeper than that. Resil-
iency is about acquiring and nurtur-
ing life skills that promote emotional, 
social, spiritual, family, and physical 
well-being. The goal is maintaining a 
view of the world that helps you see 
beyond the present crisis so you can 
continue and fl ourish into 
the future. Many things 
contribute to one’s ca-
pacity for demonstrat-
ing resilience. The 
U.S. Army is serious 
about resiliency 
training, and a 
course has begun 
to help soldiers ac-
quire resiliency 
skills. Psychol-
ogists at the 
University of 
Pennsylvania 
helped con-
struct 
it.

Rebound with 
Resiliency Training 




