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What People Have Said… 

“Clancy Cross helps us understand that professionalism is who we are, not 

something we set out to do.  He has weaved a wonderful mosaic of story, 

statement and quote.  Whether a quote is the cart or the horse, I found the 

pattern of story, statement and quote to be highly entertaining, often challenging 

to my core beliefs and relieving me with the notion that common sense is still 

O.K.”

– Robert F. Chelle

Founding Director Crotty Center for Entrepreneurial Leadership

Fifth Third Bank Entrepreneur-In-Residence

University of Dayton, School of Business

“The message is positive, the words are uplifting, the reading is real.  Clancy 

Cross touches on topics that affect people’s daily lives and supports it with true 

stories of lessons learned.  Everyone should read this book to reenergize

themselves!”

– Maria Heeg, M.A. Ed.

Chair, School of Business

“Clancy Cross provides a fast-paced call to action on issues that strike at the 

heart of what it means to be a professional.  For industries with groups or 

individuals who struggle with professionalism (ahem, lawyers), the ideas 

presented can help change core behaviors.  Clancy captures the way he lives in 

his writing.”

– Chad Burton

Attorney, Principal at Burton Law

“Through my entire career, I’ve recognized professionalism and Clancy as

being synonymous. In his book, Clancy shares with us that embodiment of 

himself that is professionalism in a way that we can all take with us in our 

careers.”

– Michael Gutman

Owner, Syllogistic Management Solutions
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“Professionalism from A to Z is a book of treasures!  Every page is filled with 

golden nuggets of truth and gems of wisdom.  Devour it with a highlighter in 

hand and know that if you apply even one tenth of what you read, every area of 

your life will be richer because of it!”

– Tom Ziglar

CEO Ziglar, Inc.

“Dreams are the edges of the puzzle of your life.”

A Tom Ziglar quote inspired by the book

“If motivation is a muscle and inspiration the result, then this book is the tool you 

need to increase your mental and spiritual fitness.”

– David Hart

Skydiver, Author, Speaker

“‘Professionalism from A to Z’ illustrates concepts such as Excellence, 

Leadership and Success, peppered with thought-provoking quotes. Clancy 

Cross has a great ability of encouraging others to dream BIG.”

– Veronica Grabill, Ph.D.

President of GW Land Title Ltd.

“Clancy Cross ‘gets it’.  Professionalism rests on attitudes, character, values, 

and virtue, as a house rests on its foundation.  Or in the case of a poorly built 

house, fails to rest on its foundation over time.  This is an inescapable reality 

of life.

“Through an engaging and intellectually stimulating style, Clancy draws us into 

the deep reflection necessary to further develop professionalism in our lives.”

– Daryl R. Smith, PhD

Chair of Organizational Leadership

College of Mount St. Joseph, Division of Business

“This book is required reading for any person looking to better themselves as a 

business professional and any company looking to raise their own bar. Simply, a 

fresh new voice.”

– Chuck Thokey

Sales and Marketing Director Bath Fitter & Public Speaker
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“This book is chock- full of wisdom and advice and is one book that you will 

most certainly find yourself coming back to over and over again.  As a lover of 

quotes, Clancy Cross has created a great addition for my personal library!”

– Vicki Giambrone

Vice President

The Children's Medical Center of Dayton

“Professionalism and Optimism go hand in hand. In ‘Professionalism from A to 

Z’ Clancy keeps the message positive and the spirit strong with uplifting quotes 

and thought-provoking anecdotes.  Being professional is all about ‘professing’ a 

positive (optimistic) image and attitude in everything you do.  If you are not 

positive, then you are not “professing”—you are just “complaining” and there 

is nothing professional about that!”

– Troy Kaper

Lifetime Friend

“As an optimist, I am never disappointed.”

“It is true! You can learn, be entertained, and be filled at the same time. Clancy 

Cross has intertwined insightful leadership principles about professionalism 

with thought-provoking quotes to take the pain away from the drudgery of sifting 

through a typical self-help book.  He is thorough and covers the topic from A to 

Z.  You'll enjoy it - give it a try.  It's a page turner!”

– Gary P. Kuhn

Program Manager, Contract Training

Clark State Community College

“With clever organization, concise writing, and compelling examples—given by 

“guest lecturers” from around the world, Clancy Cross has created a 

wonderfully engaging and instructive book.  ‘Professionalism from A to Z’ 

charts a wise path to integrity with stops along the way to visit traditional 

values, contemporary culture, social purpose, and individual growth.  It’s as 

inspirational as it is fun, and is sure to provide renewing sustenance on 

anyone’s life journey.”

– Rudy Marcozzi

Lifetime Friend, Music Student of “Mom”

Associate Dean, Chicago College of Performing Arts, Roosevelt University
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Foreword 

In my mid-twenties I was 

traveling with a 12-piece band 

and playing music professionally.  

All 12 of us had “made it”, 

meaning we were being paid to 

play.  We had worked hard 

developing skills on our particular 

instruments and now we were making a living doing what we loved.  

On top of that, we were working with an artist who had an 

international following.  We traveled the world together, seeing the 

sights, eating interesting foods, and staying in nice hotels while

maintaining a frenzied schedule. It was during this season of my life 

that I learned a valuable lesson about professionalism. 

While traveling from city to city, we often discussed things that 

had happened while we were on tour.  One of the things I noticed 

early on in my tenure was that any time the subject focused on our 

percussionist Billy, someone would say, “Now he’s a real pro!”  

Everyone else would agree by nodding or saying, “Yes, that’s 

true.”   The first time I heard this I wondered, “Aren’t we all pros?  

What’s the difference between professionals and a real pro?”  As I 

got to know Billy and we became close friends I began to 

understand.  Soon I was the one saying, “Billy is a real pro!” 

One of the first things I learned about Billy was that he 

respected everyone.  He always demonstrated respect and 

appreciation for people and their roles by listening intently to what 

they had to say.  He never assumed that his position in the band 

entitled him to special treatment.  He believed that the venue 
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ushers, the truck drivers, and the guys pulling cables were all just 

as important to the job as he was. 

As a musician, Billy was so well-versed in what he did that he 

could have walked in off the street without any rehearsal and 

played the show flawlessly.  Furthermore, no one would have 

known otherwise.  However, that wasn’t Billy’s style.  He was 

always one of the first to rehearsals and sound checks while also 

being willing to stay late to help someone else work out his part.  If 

the audio team needed him to arrive early or stay late after 

everyone else had gone to the hotel, he was glad to do it.  He was a 

true team player and his example elevated all of us to a higher 

level of professionalism.  I could go on and on about Billy and 

what I learned from him but I think you get my point.  Becoming a 

professional is easy, becoming a real pro is another thing 

altogether. 

Today, in America, we spend a lot of time, energy, and money 

equipping people to be professionals.  Yet one of the frustrations I 

hear verbalized on a regular basis is that while people have the 

skills of their profession they don’t know how to be true 

professionals.  As I talk with business owners, HR managers, 

educators, and leaders across this nation I hear that this is an issue 

at every level of endeavor, from the basement to the board room. 

Our culture tends to praise those who demonstrate high skill 

levels while downplaying the qualities of true professionalism.  

Usually we don’t hear these accolades until the eulogy.  Yet, my 

experience has been that people and organizations willing to invest 

their efforts in developing the qualities of professionalism that 

Clancy Cross identifies in this book will see a huge benefit in their 

lives and businesses.  Cash flow will increase, customer 
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satisfaction will improve, employee morale and retention will be 

better, creativity and innovation will soar, and you will find more 

happiness and contentment in your relationships. 

Let me put forth this challenge to you.  After you have read the 

book through once, commit to focusing on developing and 

personally applying one quality per week for the next 26 weeks.  

Then email me at the end of 26 weeks and share with me how your 

life has changed.  You can email me at: dwrightinc@gmail.com. 

Clancy, you have brought your experience and insight together 

with the wisdom of great men and women from generations past 

and present to challenge each of us to reach toward higher 

standards of professionalism.  In the process, you have given us a 

tool to help develop the qualities that will make each of us real 

pros.  I believe I speak for everyone when I say, “Thank You!” 

David Wright 

Business owner, business coach and musician 

.  .  . 

David Wright is founder and CEO of Encounter Media Group and 

dedicated to “Helping You Be Heard!”  He has three coaching 

certifications and has worked for over 33 years with local, national, 

and international organizations in sales, marketing, product 

development, and management.  David also has over ten years 

experience providing workshops, team-building retreats, seminars 

and training for organizations, non-profits and businesses.  You 

can contact David at: dwrightinc@gmail.com. 
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Introduction 

I enjoy quotations!  I’m guessing you do, too.  When people offer 

insight or explain concepts in a powerful way, why not enjoy,

remember, and repeat their words?  There’s power in quotations. 

“A quotation in a speech, article or book is like a rifle in the hands of an 

infantryman. It speaks with authority.” 

– Attributed to: Brendan Francis Behan (1923-1964) Irish writer, dramatist. 

“People will accept your idea much more readily if you tell them 

Benjamin Franklin said it first.” 

– David H. Comins, A Cure for the Common Word, by K.D. Sullivan, 2007, p. 205. 

It seems that many people enjoy being provoked to think by the 

wisdom contained in a pithy statement or clever turn of phrase.  

Hopefully you’ll find, in this book about professionalism, words 

and phrases that stick to your memory and inspire your heart. 

“The wisdom of the wise, and the experience of ages, may be preserved 

by quotation.” 

– Isaac D’Israeli (1766-1848) British writer, scholar, father of Prime Minister 

Benjamin Disraeli. Curiosities of Literature -- Second Series, Vol. I, 1834, p. 53. 

“Reading any collection of a man's quotations is like eating the 

ingredients that go into a stew instead of cooking them together in the 

pot. You eat all the carrots, then all the potatoes, then the meat. You 

won't go away hungry, but it's not quite satisfying. Only a biography, or 

autobiography, gives you the hot meal.” 

– Christopher Buckley (1952- ) American political satirist. 

< www.tv.com/christopher-buckley/person/339930/trivia.html > 
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This book was born of several questions I kept asking myself.

“Just how many people enjoy quotations as much I do?” I wondered.  

I decided there was a way to find out.  I started emailing quotes, a few

at a time, to friends and colleagues.  The response was encouraging.

What would happen if I added my own thoughts and sent the 

emails more frequently?  What if I transitioned to a blog format and 

wrote about leadership ideas? What if the writings were organized 

around a particular theme such as professionalism? This self-talk was 

nudging me into a book project about professionalism.

A vision was crystallizing around a different style of book.  

Instead of an encyclopedia of quotations or a traditional self-

development book, I envisioned a writing format modeled loosely 

around a workshop transcript. I saw a large gathering of people from 

many times and places surrounding a large conference roundtable.

Yours truly had the floor as guest speaker and moderator.  Each 

quotation is a contribution from one of the many workshop 

participants.

Here’s the cool part!  Imagine what it would be like to have King 

Solomon, Socrates, John C. Maxwell, Zig Ziglar, Mother Teresa, and 

Steven Wright at the Super Bowl of workshops interjecting personal

anecdotes, points of clarification and emphasis, restatements, unique 

perspectives, and clever comments. Now that’s a workshop!  What’s 

more, the entire event would be recorded, transcribed, edited, and 

published.

My vision was coming into focus.  But, something was nagging 

at me. Was it possible to overdo the quotations?  Could a book 

heavy on quotes blend my thoughts with those of others and yet, 

still maintain a reasonable amount of readability?
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“The first time I ever read the dictionary I thought it was a poem about 

everything.” 

– Steven Wright (1955- ) American comedian, actor, writer. Video: “Steven Wright 

Live”, 1985. 

I decided to try an experiment to see what might happen to 

readability when quotations are pushed to the extreme.  The

experiment was a blog post called “Essay by Committee.” It’s

available at:

< www.clancycross.com/2008/11/15/essay-by-committee/ >

I decided to keep moving forward. The vision was alive and 

well.

Quotation Sources

The worldviews of any two individuals whose words appear in 

this book may differ as night from day.  Including them together here 

is not motivated by political correctness or a buffet-style theology.

Words have meaning and cause people to think, sometimes in ways 

the originator did not foresee or intend.

For non-Biblical quotations I read quotations like most people do.  

That is, I don’t always investigate the quotation’s original context.  I 

simply allow the words to speak to me.  You might interpret the 

quotations differently or have special insight to the original context.  

That’s fine.  As a result, quotations standing alone, outside of their 

original context, could take on new meaning.  It’s up to each reader to 

decide whether or not this is fair.  My purpose is not to twist anyone’s 

words.  My sole purpose (or should I say “soul purpose”) is to let the 

words speak for themselves in the context of professionalism.
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Spiritual Foundation

You’ll also discover lots of Bible quotes! Unlike the other 

quotations, it was my objective to use the Bible passages in a way that 

is consistent with God’s meaning.

I believe any successful philosophy of life must be consistent with 

God’s teachings. At the same time, you don’t need to be a Christian 

to benefit from the wisdom contained in the Bible. When understood 

and applied with diligence and sincerity, the truths taught by Christ 

are life-changing!

Let’s Get Started

It’s time to find a seat and prepare to absorb the collective 

wisdom present today in this hall. Take in the words.  Let them

become part of you so that you become the person you were meant to 

be. But, beware!  They will come at you, fast and furious.  Don’t let 

them smack you in the face.

Public Domain

It is my hope that this unique event will inspire your own 

thoughts and help you find new insights about key concepts like 

professionalism, leadership, and success.  Let’s kick things off 
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with Coach Tony Dungy’s words about success, as written in his 

autobiography.

“The competing views of success in our world often create an 

interesting tension. Society tends to define success in terms of 

accomplishments and awards, material possessions, and profit 

margins. In the football business, winning is the only thing that 

matters. 

“God’s Word, however, presents a different definition of success—one 

centered on a relationship with Jesus Christ and a love for God that 

allows us to love and serve others. God gives each one of us unique gifts, 

abilities and passions. How well we use those qualities to have an 

impact on the world around us determines how ‘successful’ we really 

are.” 

– From Tony Dungy’s #1 New York Times Best-selling biography, Quiet Strength –

The Principles, Practices, & Priorities of a Winning Life, p. 143.
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Session 1.   Professional Attitude 

Mr. Smith made a pit stop in Catville, a tiny and remote Midwestern 

town. “What a strange name!” he thought. “How did your town get its 

name?” he asked the waitress.  “Oh,” she responded.  “That’s because 

everyone who lives here loves cats.  In fact, most have several.”  She

explained how the town was founded by a cat-lover who made it 

illegal to have a dog within the town limits. “No one’s seen a dog in 

these parts for at least 100 years.”  In fact, most of us wouldn’t know 

one if we saw it.  By the way, what DO they look like?”

Mr. Smith was amused, but respectful. “They’re animals that 

range in size from a small cat to a small deer.  They have four legs

and a tail and are covered with hair that can be long or short, straight

or curly, spotted, shaggy and shiny and they come in a wide range of 

colors. Some dogs have large droopy ears, others have small pointy 

ones.  In the face, some have long snouts. Others have flat faces.  On 

the other end, the tail can be bushy like a rooster’s or naked looking 

like a rat’s tail.” He continued, “There are skinny dogs and stocky 

dogs, long dogs and short stubby dogs.  There are pit bulls, bulldogs, 

wiener dogs, huskies, dunkers, boxers, German shepherds, 

foxhounds, greyhounds, elkhounds, coonhounds, basset hounds, 

blood hounds, deer hounds, cattle dogs, sheep dogs, St. Bernards, rat 

terriers, bearded collies, poodles, and chow chows, just to name a 

few.” 

The waitress was puzzled.  She paused for a very long moment 

and finally asked, “So how in the world would I recognize a dog if I 
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saw one?” Mr. Smith answered, “That’s easy—by its bark and its 

bite!”

Defining Professionalism

How do we recognize a professional? Like dogs, they come in 

so many sizes, shapes and colors.  Yet, most of us have no trouble 

identifying one. The same is true about professionalism. It’s easy 

to recognize even when it’s not so easy to define.

Professionalism has nothing to do with a person’s physical 

characteristics. It’s much deeper than that.  In fact, it goes all the 

way into the heart and mind. Since these are hidden from view,

the only way to identify a professional is by what he says and does, 

that is, by his bark and his bite.

What Professionalism IS NOT

Let’s see if we can develop an understanding of professionalism 

using the process of elimination. In other words, what are some of 

the misconceptions about professionalism?

“The society which scorns excellence in plumbing as a humble activity 

and tolerates shoddiness in philosophy because it is an exalted activity 

will have neither good plumbing nor good philosophy…neither its pipes 

nor its theories will hold water.” 

– John W. Gardner (1912-2002) president of the Carnegie Corporation,

< www.independentsector.org/about/gardner.html >

“You have to perform at a consistently higher level than others. That’s the 

mark of a true professional. Professionalism has nothing to do with getting 

paid for your services.” 

– Attributed to: Joe Paterno (1926-2012) Penn State University football coach.

Strategic Outsourcing, by Maurice F. Greaver, 1999.
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“Professionalism is not about adherence to the policies of a 

bureaucracy. Professionalism is about having the integrity, honesty, 

and sincere regard for the personhood of the customer, in the context 

of always doing what is best for the business. Those two things do not 

need to be in conflict.” 

– Eric Lippert, software expert, author.  MSDN Blog, June 25, 2008.

< blogs.msdn.com/ericlippert/archive/2008/06/23/customer-service-is-not-rocket-

science-part-two.aspx >

So, according to our invited guests, professionalism has nothing 

to do with the profession—it’s all about the person.  We can also 

rule out whether or not they are paid.  Finally, it goes deeper than 

simply conforming to an organizational standard.

Professionalism is Character

Professionalism consists of certain attitudes, beliefs, and 

behaviors sometimes known collectively as “virtue” or “good 

character.” Attitudes and behaviors have two things in common.  

First, both are produced by one’s beliefs. Second, everyone has

the power to choose both their attitudes and behaviors.

“We choose what attitudes we have right now. And it's a continuing 

choice.” 

– John C. Maxwell (1947- ) American author, speaker, minister. The Maxwell Daily 

Reader, 2008, p. 58.

As mere humans, we are unable to peer into the minds and 

hearts of others to gauge their intentions. Fair or not, character 

judgments are made from outward signs such as what people say,

how they say it and what they do. We decide what’s inside from 

what we see on the outside.
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“Behavior is a mirror in which every one displays his own image.” 

– Johann Wolfgang von Goethe (1749-1832) German author, philosopher. Novels and 

Tales by Goethe, 1868, p. 153.

“Our names are labels, plainly printed on the bottled essence of our 

past behaviour.” 

– Logan Pearsall Smith (1865-1946) American essayist, critic. All Trivia: Trivia, 

More Trivia, Afterthoughts, Last Words, 1934, p. 162. 

The fact that we cannot see inside a person’s heart leads to the

importance of remaining humble and guarded when judging the 

character of others—we will always be limited by partial information.  

Therefore, our judgments are always prone to error.

For ourselves, it is also important to understand that judging 

behavior is the very thing that others will do about us.  In fact, there 

are those who wait in ambush to pounce unmercifully at the first 

sign of moral indiscretion.

“We judge others by their behavior. We judge ourselves by our 

intentions.” 

– Attributed to: Ian Percy, motivational speaker.

As we gain an appreciation of our own professional

shortcomings we must resist fixation on our outward behaviors at 

the expense of our inner attitudes and beliefs. Consider the most 

fundamental relationship between professional attitudes and 

professional behaviors: attitudes are causes, behaviors are effects.

“... human beings, by changing the inner attitudes of their minds, can 

change the outer aspects of their lives.” 

– William James (1842-1910) American psychologist, philosopher.
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Attitude’s Special Role

Clues about a person’s character come from his attitudes, which 

are on display by the ways he communicates and the ways he

behaves.  Let’s continue exploring the concept of professionalism 

from the perspective of attitudes.  What kind of attitudes are worthy 

of a professional?

“...a professional is someone who can do his best work when he doesn’t 

feel like it.” 
– Alistair Cooke (1945-2004) British-born American journalist, broadcaster. Six Men,

1995, p. 136.

Becoming a professional is an attitude adjustment process that 

begins by envisioning one’s self as a professional then aligning 

thinking patterns and actions with that image. Our attitudes reflect 

the value we place on our beliefs.

A belief with a low value factor 

will have limited influence on 

behavior.

Attitude is the value that occurs 

when beliefs are combined. For example, believing there is a God 

combined with certain beliefs about God’s nature, result in 

attitudes toward God.  A change in any contributing belief impacts 

attitudes and subsequent behaviors. What does this mean?  Simply 

this: “change on the outside begins on the inside.”

Respect, the First Attitude

Beginning your professional tune-up begins with an inspection 

of your attitudes. For example, you could start with the attitude 

called “respect.” This fundamental attitude is to be directed first 

inwardly then outwardly toward others. Respect for others is 

“Attitudes reflect 

the value we place 

on our beliefs.” 
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difficult without self-respect.  Respect is completed each time it is 

demonstrated through “The Golden Rule.”

“Self-respect – that cornerstone of all virtue.” 

– John Herschel (1792-1871) English mathematician, astronomer, chemist.

Quotationary, 2001, by Leonard Roy Frank, p. 775.

“The way to procure insults is to submit to them. A man meets with no 
more respect than he exacts.” 

– William Hazlitt (1778-1830) English writer.

“For all the law is fulfilled in one word, even in this: ‘You shall love your 

neighbor as yourself.’” 
– Bible, Galatians 5:14 (NKJV)

Courage is an Attitude

Building professionalism requires courage, the attitude that 

conquers our fear of change.

“Courage is rightly esteemed the first of human qualities because, ... it is 

the quality which guarantees all others.” 
– Sir Winston Churchill (1874-1965) British Prime Minister. Maxims and Reflections,

2005, p. 169.

Fear is an emotion manufactured in the imagination. The best 

proof of this is found by observing the differences in what people 

are afraid of. If fears were instinctive, genetic, or the product of 

rational thought, shouldn’t we all fear pretty much the same things?

“A lot of people are afraid of heights. Not me.  I’m afraid of widths.” 
– Steven Wright (1955- ) American comedian, actor, writer. Video: “Steven Wright 

Live”, 1985.
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Fear can be tamed and it can be conquered. History is full of 

examples of ordinary people who became heroes merely by 

confronting their fears. How does one take action while in fear’s 

shadow?

“Courage is fear that has said its prayers.” 
– Dorothy Bernard (1890-1955) American actress of the silent movie era.

“Feel the Fear and Do It Anyway.”

– Susan Jeffers, Inspirational writer, speaker. < www.susanjeffers.com>

“Courage is not the absence of fear, but rather the judgment that 

something else is more important than fear.” 
– Attributed to: Ambrose Redmoon (1933-1996) Hippie, writer.

The Attitude Challenge

Here’s what I know about attitudes – you have one. Yes, you 

have an attitude and so do I. In fact, we both have LOTS of them.  

Here’s the question we should be asking ourselves, “Are my 

attitudes working for or against me?” Then, we need to muster the 

courage to do something about the unprofessional ones.

"I strongly believe that the only disability in life is a bad attitude." 

– Scott Hamilton (1958- ) American figure skater, author of The Great Eight: How to 

Be Happy (Even When You Have Every Reason to be Miserable).

“Your attitude, not your aptitude, will determine your altitude.” 

– Attributed to: Zig Ziglar (1926- ) American author, salesman, and motivational speaker.

A great strategy is to leverage our professional attitudes against 

our other ones.  Become a living example of professionalism as the 

path to personal improvement and the starting line for impacting 

others. If enough people make this choice and commitment, our 
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world will be changed for the better.  Life is short—it’s time to get 

busy.

“We must be the change we want to see in the world.” 

– Attributed to: Mahatma Gandhi (1869-1948) Political and spiritual leader of India.

< www.compassionatespirit.com/Be-the-Change.htm >

The longer I live, the more I realize the impact attitude has on life. Attitude 

to me is more important than facts. It is more important than the past, 

than education, than money, than circumstances, than failures, than 

successes, than what other people think or say or do.  It is more important 

than appearance, giftedness or skill. It will make or break a company...a 

church...a home. The remarkable thing is we have a choice everyday 

regarding the attitude we will embrace for the day. We cannot change our 

past. We cannot change the fact that people will act in a certain way. We 

cannot change the inevitable. The only thing we can do is play on the one 

string we have, and that is our attitude. I am convinced that life is 10% 

what happens to me and 90% how I react to it. And so it is with you. We 

are in charge of our attitudes. 

– Charles R. Swindoll (1934- ) Pastor, author, radio preacher.

< storiesfortrainers.com/attitudepoem.aspx >


