
Dan Sullivan: 
The basic problem is that once you've had an achievement, how do you measure what you've achieved? 
It's all about measurement. So human progress is based on measurement. It's got to be between two 
points.  

James Robert Lay: 
GreeCngs and hello. I am James Robert Lay and welcome to the 136th episode of the Banking on Digital 
Growth podcast. Today's episode is part of ExponenCal Insight series and I'm excited to welcome back 
Dan Sullivan to the show. Dan is the co-founder and president of Strategic Coach and he's also the co-
author of the new book, The Gap and The Gain that he has collaborated on with Dr. Benjamin Hardy, 
who has also been a guest on this podcast as well. In fact, Dan and I have also chaPed before going all 
the way back to episode 69, which I do recommend listening to aRer you wrap up this one, because I'm 
really looking forward to the conversaCon with you today, Dan. Welcome back to the show it is good to 
have you.  

Dan Sullivan: 
Well, it's a great pleasure and you were talking about a Cme in the past and Strategic Coach where you 
showed up in the wrong room, but just being in the room for a short period of Cme before the guards 
came in and removed you and then- 

James Robert Lay: 
Escorted me. 

Dan Sullivan: 
... escorted you out, that you developed a goal to be in the 10x program in Strategic Coach, so it's been a 
great treat to have you in my workshops over the last year.  

James Robert Lay: 
Well I've goPen so much out of it and that's what you and I were talking about before, so I think it's just 
conCnuously looking for the good, which is why I always start this podcast off with this and I'd love to get 
your take on it. What is good? What has been good personally, professionally? It's always your pick here.  

Dan Sullivan: 
Well I'll tell you something, there's a way that you have to talk over the last year and a half like, "Yeah, 
it's very, very difficult Cmes and we're all having to adjust in certain ways." And you have to talk that way 
though, sort of your public talk. And then here's your private talk and said, "These are two greatest years 
I've ever had in my life." 

James Robert Lay: 
They really have been. They really have been. And what has made that so great for you? 

Dan Sullivan: 
Well, one thing is that I had really mastered Zoom five years before COVID. So I had been using it ... 
We're in three countries. OrganizaConally we're in London, we're in Toronto, we're in Chicago, so three 
countries, so we went to Zoom just for teamwork and one of my main people that works with me on a 
conCnual basis is in Winnipeg, Canada which is about 1,000 miles west of Toronto, so all of our 
teamwork had been on Zoom. And I had just goPen really, really comfortable with the medium. The big 
problem is that you couldn't use it for markeCng purposes, you couldn't use it for coaching purposes 
because there wasn't anyone at the other end.  

 



Dan Sullivan: 
So it wasn't a big change on our part, it's just that the world showed up in I would say 90 days aRer 
lockdown in March of 2020. By June the whole world had shown up and we were able to switch the 
coaching program from in person to virtual. And then because we had the opportunity we created a 
brand new virtual program where it will never be in person. It will never be in person for them. And we 
have, I think about 700 new coach clients who are 35 different countries.  

James Robert Lay: 
That's fantasCc. 

Dan Sullivan: 
You know what was interesCng about it and I think that probably corresponds to your experience is that 
none of them was coach new to new them. They had been listening to podcasts, they'd been reading 
books for years, and they had sort of this thing, some day if I get the opportunity I'm actually going to 
join the Strategic Coach program.  

James Robert Lay: 
Accessibility.  

Dan Sullivan: 
But the trip was just an insurmountable obstacle. The Cme away was just an insurmountable obstacle 
and then there's just the tax that you pay, which is the stress of travel, and I always say that the airlines 
have maintained their consistent markeCng strategy from before COVID. And their strategy before COVID 
is we're not happy unCl you're not happy. And COVID of no COVID, they remained absolutely constant to 
their strategy.  

James Robert Lay: 
Well I'll tell you what, I'm so glad just gecng back on the road a liPle bit to go speak in person and I do 
miss the in-person experience. Don't miss the travel one bit. I tell what, I'm so happy I'm not flying 
Southwest right now because the cancellaCons that they've had throughout. But you're right, a lot of 
this does come down to just conCnuously focusing the posiCve, conCnuously focusing on the good, 
which is where the new book The Gap and The Gain comes back into play and it's extremely important of 
financial brand leaders to read, to think about, especially those who are on a journey to maximize their 
future growth, not around a physical world, but around a digital world which can feel confusing. It can 
feel frustraCng, it can feel overwhelming. What's the backstory here? What's the backstory of The Gap 
and The Gain? Where did the idea come from? 

Dan Sullivan: 
Well, just a liPle historical background, I started coaching entrepreneurs just one-on-one in 1974. I had 
been a copywriter with a big ad agency, BBDO, big global ad agency, Toronto office. But I had always had 
this knack in life of being able to ask people really great quesCons that I didn't know the answer to but 
they did. So it's kind of like, I'll ask a quesCon of someone that if we're talking about where you are right 
now and you look back where you were 10 years ago, what would you say were the five biggest jumps 
that you made that got you from here to there?  

Dan Sullivan: 
Well, I don't know the answer to the quesCon, but it means a great deal to them, but it's the first Cme 
anyone's ever asked them the quesCon. And by answering the quesCon they begin seeing things not just 

 



from their past, but they see that the way they've done something over the last 10 years gives them an 
80% of a handle on what to do for the next 10 years, and I call that coaching. I'm coaching through 
quesCons. I don't need to know anything about what you do, but I just have to ask certain quesCons 
where you start taking one part of your experience and comparing it with another and you draw insights 
and you make decisions and make plans. So that's what strategic coaching is. And I'm 47 years into it 
personally, and our company is 32, so we've got a lot of different quesCon and we've got a lot of 
different thinking processes.  

Dan Sullivan: 
Long story short, my market place are all high achievers and they're all now where we are right now the 
minimum personal income to get into Coach is 200,000 American, that's your ... Well, a lot of people say, 
"Well a lot of people do that." And actually a lot of people don't do that. It's about one out of, I don't 
know, it's about one of 4,000 entrepreneurs that makes $200,000 so we've got a very, very select 
audience and they're all high achievers. And James Robert, I think it's factory installed with them.  

Dan Sullivan: 
I think they came off the assembly line as high achievers. And it's very interesCng and he doesn't mind 
me using this as an example, but the book that I created with Ben Hardy and we have a collaboraCon 
that Ben and I work together, his coach ideas, he writes them. Ben's just got a really great major market 
book style that just enhances the ideas that we have. And then we have an agreement with Hay House 
publishers that was put together by a man by the name of Tucker Max, and if you're in the publishing 
world or anything else, Tucker's a very prominent individual.  

James Robert Lay: 
So we're going to Tucker on the podcast, we've already had that connecCon there.  

Dan Sullivan: 
Yeah, and Tucker is at birth, he popped out as a high achiever. Big goals. Don't have to teach Tucker how 
to have big goals, big achievements, big capabiliCes. Don't have to teach him. But, he missed all the 
classes on being happy. So he was a four Cmes New York Times best seller before he was 30 years. A 
movie was made out of one of them, and everything like that. But everything that from the outside 
you'd say, "He's got all the reasons in the world to be really happy." Wasn't happy. And what I noCce is 
that all these high achievement skills aren't any formula whatsoever for being happy. I mean, can you 
not be the way you are James Robert? 

James Robert Lay: 
I am me.  

Dan Sullivan: 
So anyway, it's told in the story, but there was a parCcular individual, very talented. He was a movie 
maker, a video maker, and he had vast experience with Fox News, with the Mike Douglas Show and 
everything like this. And so in every workshop that we, live workshop ... and I'm taking you back to 1993 
in the situaCon that I'm talking about here. And you come in and the first hour of an eight hour 
workshop you talk about your progress and your success and you get together in groups and you talk 
about it. And everybody's saying, "Wow, I didn't know I had achieved so much. Boy that really, that 
quarter really makes me feel good. That last 90 days, man that's amazing." When you're in it you don't 
realize how much you're achieving and everything. Not Chuck. This guy's name was Chuck. And Chuck, 
no. Nope. Nope. None of it maPers. He said, "I missed this. I didn't do this." So his stress was all in what 
he didn't get done, not on what it did get done.  

 



James Robert Lay: 
Let's talk about because I think that's the important point here is I think about financial brands and they 
have these big goals of transformaCon of moving from the physical to the digital. There's so much to do. 
But then, we get stuck like Chuck. We get stuck like Chuck and we fall into the gap. And when I say fall 
into the gap I can't help think of the Gap clothes, but that's not what we're talking about. We get stuck in 
the gap. What is this? What is the gap here? 

Dan Sullivan: 
So I'm quite a good arCst from the standpoint of doing diagrams and I've had it since a kid. I mean, I was 
born this diagramming capability and when people are telling me about their experience I see their 
experiences as diagrams. I see arrows and stars and circles. You can have an ability and not know that 
the ability is worth anything. But what I began to realize when I combined this with open ended quesCon 
that I could actually structure out how a person was looking at it, so Chuck who was stuck, made me so 
mad, I mean I just ... I don't get mad very oRen, but when I get mad it's not in half degrees. I really get 
mad. And I said, "Can I show you what you're doing?" And I put up a diagram and the diagram is actually 
in the first pages of the book, the diagram. And the way you see it is exactly the way I did it in 1993.  

Dan Sullivan: 
And then I just absolutely nailed it on the first thing and I said, "This is your brain Chuck. This is your 
brain. And I want to show you what you're doing to your brain." And so I showed, there's what you're 
doing and it never makes you happy and then I'm going to show you what it looks like if it was making 
you happy. And I said, "This side I'm going to call the gap, and the other side I'm going to call the gain." 
And this all came to me. I mean this, I don't know about you, but a lot of breakthroughs just come boom 
fully formed.  

James Robert Lay: 
Some call it infinite intelligence. You get a digital download in your mind. Whatever it is it works.  

Dan Sullivan: 
Yeah, but usually I have to get riled up. There has to be a high emoConal, somethings really gecng to me 
and it can be very posiCve but it could be also negaCve. Here it was negaCve. And I just didn't want to 
put up with this anymore so I said, "Here's what you're doing. You have an ideal of how you should be. 
What it should look like. And the ideal actually throws light on what you can do during the next 90 days 
and then there are specific things which are achievable, they're actually goals. And you set off and I 
know you're very producCve. I know you knock out a lot of videos. I know you've won a lot of prizes. I 
know you've got really big clients. So those are really goals that you achieved, but when you get to the 
goal, you do something weird. You measure it against your ideal and the ideal is sCll way off in the 
future. So you've been at this for 40 years since you could remember and always when you achieve a 
goal, really big deal, big new project, big new contract, big new paycheck, all goals you measure against 
the ideal and you say, 'I didn't do anything'." 

James Robert Lay: 
Well it's like when you get into a car any you're driving towards the future, you're driving towards the 
horizon line. You're never going to reach the horizon line because it's always going to keep moving 
ahead. And you're talking about Chuck, and I can think about someone at a financial brand or at a 
fintech, they have these big goals, they have these big ideas and ideals, and they start moving towards 
that, they check things off the list. But then, new things go on the list and they never take Cme to 
celebrate where they've come from, the progress that they've made. And so they keep looking up the 

 



mountain and they're like, "How am I ever going to climb that mountain? It's too high." I'm curious who 
is most at risk for falling into the gap and maybe gecng trapped there? Is there a personality or a type 
that maybe the dear listeners should be thinking about, either themselves or others that they're working 
with? 

Dan Sullivan: 
Yeah. And you know, since I work with a very specific type of target market, I don't know if this is 
generally true across the human race, because I only deal with entrepreneurs. I only deal with 
entrepreneurs at a very high level of achievement, and they're not new entrepreneurs. Either they've got 
five years, 10 years, some of them have 30 years in experience. So that for the last 47 years that's my 
enCre life and it's not that I have great answers for them. What I have are great quesCons for them and 
they have the answers. And then I create really useful diagrams about how I think.  

Dan Sullivan: 
So I said, "Now Chuck, this is always going to make you unhappy." And I talked to the other people in the 
workshop. I didn't make it all about Chuck. And I said, "How many of you, this is what you do, you have 
this ideal, which throws light on what a goal can be and you achieve the goal but then you take the goal 
achieved and measure it against the ideal and it's like nothing happened? And you've been doing this for 
your enCre existence as a human being." 

James Robert Lay: 
You're working with entrepreneurs, we're working with financial brands and leadership teams, markeCng 
and sales. I will tell you, there's a lot of similariCes.  

Dan Sullivan: 
Oh yeah.  

James Robert Lay: 
And then once again I can't speak for the larger scale- 

Dan Sullivan: 
No, I mean, there's high achievers in every field of life. High achieving actors, high achieving athletes, 
high achieving poliCcians.  

James Robert Lay: 
... So someone gets stuck in the gap, they feel failure. They're focused on that failure. Even if it might not 
be failure, that's their percepCon.  

Dan Sullivan: 
Everybody on the outside said you'd succeeded. 

James Robert Lay: 
Yeah. And I've been there. I know you've been there-  

Dan Sullivan: 
Oh yeah.  

James Robert Lay: 

 



... but we make a conscious choice to not stay there. So someone who is listening who might be feeling 
this way, frustrated, stuck in that failure mind, depressed, how might they be able to escape and get out? 
What can they do? 

Dan Sullivan: 
Well, I said there's another way of say the basic problem is that once you've had an achievement how do 
you measure what you've achieved? It's all about measurement. So human progress is all based on 
measurement. It's got to be between two points. But they have to be real points. They can't be an 
imaginary point.  

James Robert Lay: 
Not arbitrary. 

Dan Sullivan: 
Can't be arbitrary. So I said, "Let's go over to the other side." And we look at it the other way and we go 
through the same thing. You have the ideal, and the ideal is just a mechanism that we have in our mind 
of seeing ourself in the future. That's what they ideal is. We have an ability, humans, and I think we're 
uniquely good at this, of actually seeing a new version of ourself in the future that's bigger and bePer. 
Producing bigger results and it's a higher quality experience. So when people talk about goals, it's a bit 
confusing because it's not a thing, it's yourself in the future with superior results. That's really what a 
goal is. So I said, "Now, we do the same thing that Chuck who's stuck is doing right here." And I used him.  

Dan Sullivan: 
I mean, and he disappeared from the program shortly aRer this, but he had caused me so much 
grievance up unCl then I had to get some reward for all the grievance. So I said, "Here's the ideal. You 
have the goal. And you get to the goal and instead of measuring against the imaginary ideal, you turn 
around and measure where you started." And they said, "You mean measure backwards?" And I said, 
"Yeah, measure backwards." "Well, that's not progress." And I said, "Of course it is."  

James Robert Lay: 
What happens when instead of measuring against where we need to go, which can oRen lead to the 
confusion, frustraCon, overwhelm, you measure backwards? And I think that's the secret. That's the 
secret how here- 

Dan Sullivan: 
That's what I tell them.  

James Robert Lay: 
... What happens? 

Dan Sullivan: 
Progress can only be measured backwards. I don't care- 

James Robert Lay: 
What happens though? 

Dan Sullivan: 
... Well, you immediately feel this sense, "Oh, this is where I was and the achievement I just had, I 
couldn't have done it three months ago, but now I've done it." And you feel this, "Oh, this is really great." 

 



And the thing is, a lot of people say, "Yeah, but if you do that you'll just get saCsfied with your" ... And I 
said, "It's a theory, but I've never seen it actually proved." I said, "Everyone that I know who's 
experienced a jump in progress wants to have more of it." 

James Robert Lay: 
And I think you're right. It's that, oh, well you're going to get saCsfied and I would agree with you. It's like 
you go to the gym, you're running. You see transformaCon in your body. Your cadence picks up. You put 
some muscle on. That makes you feel good, but you're measuring the progress by where you've come 
from instead of thinking, "Oh, I've got to look like Arnold Schwarzenegger." No. It's like, "I'm bePer off 
than I was 90 days ago." Which I'm curious about why 90 days? Because it's an interesCng model and I've 
been thinking a lot about this when starCng to frame out banking on change, seasons. Seasons work in 
90 day quote unquote sprints. Why don't we do the same in business?  

Dan Sullivan: 
Yeah, I don't know. I mean, there are some things I just accept that it works. And you and I are, there's a 
parCcular profile that we use in Strategic Coach and we're called quick starts. And quick stars the way a 
quick start starts something is that they start it. In other words, they don't do a lot of research first to 
figure out whether they should do it. They don't create a lot of system ahead of Cme to do it. If you want 
to start something you just start it. And then you have to be very, very alert very quickly whether you've 
made the right decision. So with quick starts all the research is done aRer you've gone into moCon.  

James Robert Lay: 
I'm glad you're bringing that up because for context for the dear listener, episode 124 Audrey, and Dan, 
Audrey is our cerCfied Colby consultant, so we're now uClizing this to help bring awareness into financial 
brand teams. And what we're seeing they typically over index in iniCaCng fact finder, in iniCaCng follow 
through- 

Dan Sullivan: 
Follow through. 

James Robert Lay: 
... but the opposite side is true on that quick start. And so I think going in there and creaCng a bit of a 
balance, that's where they dichotomy comes into play- 

Dan Sullivan: 
Well, I'm surrounded by people who have great fact finder skills and follow through skills. Because it's 
really- 

James Robert Lay: 
... Right. Well, you have to be.  

Dan Sullivan: 
... Colby is the secret is to put together a great team where all the capabiliCes are combined. Not for 
your individual. I mean, it's useful for you to know, but it's really the payoff is in the kind of teamwork 
you can do.  

James Robert Lay: 
You've talked a lot about Chuck, but I want to get personal here with you. Gap and gain, is one of the 
things that you say is like, "I'll give myself five minutes and then I'm done. I'm out." Like, "I'm moving 

 



on." What's been a story, a situaCon in your life where you've fallen into the gap? What happened? You 
got out of it, and I think the important part is what did you learn from the experience? 

Dan Sullivan: 
Yeah, I think I had some really hard hits in my 30s and this would have been the 1970s. And I had a 
divorce. And depending on our upbringing in that, we think that a relaConship that you really have to 
work at all the Cme is a really good relaConship. And I failed, it ended up in a divorce. And then my first 
aPempt at having my own business, I went bankrupt. And it just happened that both legal proceedings 
happened on the same day. It was August 15, 1978. And I could arrange the schedule so I did the divorce 
in the morning so I could keep my credit card and celebrate at lunch before I had to give my credit card 
in, because when you go bankrupt in Canada, you have to relinquish your credit cards.  

Dan Sullivan: 
And it was like two really, really bad report cards. I mean, divorce and bankruptcy are report cards. And 
so I say, "Most fundamental relaConship of your life, you just failed. And business, most fundamental 
economic acCvity that you've aPempted in your life, you just failed." And it took me a couple of years, a 
couple of years where I was really down on myself as a failure. And people say, "Well how do you look at 
those two experiences now?" And I say, "I just look at it as extreme market research."  

James Robert Lay: 
Right. Well, and that's I think the best way to approach this because I think we aPach ourselves so much 
it's ridiculous- 

Dan Sullivan: 
Yeah. Yeah. Well that was obviously the wrong relaConship. I mean- 

James Robert Lay: 
... Right.  

Dan Sullivan: 
... I mean- 

James Robert Lay: 
Don't do that again.  

Dan Sullivan: 
... Yeah. Yeah. I mean, the bad news it could sCll be going on.  

James Robert Lay: 
Yes. Right.  

Dan Sullivan: 
And the same thing that what the bankruptcy told me is I can only do certain of the things that are 
involved in having a successful business. And then I found my partner for life that as it turns out had 
handled both problems, both failures, and we're married, but she's the person who actually runs the 
company. And she's got great feel, she's got great skills for pucng an organizaCon and teams together 
and everything like that. And I'm freed up just to create the content of the program.  

James Robert Lay: 

 



That's a great point that you make because you had a failure, that can then lead to that low self-esteem, 
that depression, which then Ces into guilt and it's just this negaCve cycle loop. But you just said 
something that I think was key, freedom. Which is another concept that you write about in the book, the 
freedom to versus the freedom from.  

Dan Sullivan: 
From, yeah.  

James Robert Lay: 
What's that? 

Dan Sullivan: 
Well, I think there ... and it's two stages of an entrepreneurial career, and I think that most entrepreneurs 
when they first become entrepreneurs, it's to get away from things that they don't like. And the biggest 
thing they don't like is having someone else in control of their Cme. I would say hands down the greatest 
moCvaCon for becoming an entrepreneur is that you don't want your hours controlled and be the 
property of someone else. That you're basically paid for your hours. And so your entrepreneurial career 
is an aPempt to get away from a lifeCme of employment.  

James Robert Lay: 
Yeah. And I think the same is true though when I think about what's going on in financial brands. We're 
trying to create this freedom from the physical world where there's an opportunity to really, the 
freedom to create something new. Something that it's almost a first principal's approach to creaCon. But 
another concept that you touched on in the book is comparison. I mean, comparison is a killer. I see a lot 
of this through the work we're doing with financial brands, they compare themselves to other banks, 
other credit unions, other fintechs what's the opportunity to transform the thinking from comparison 
and really focus on the idea of just unique, which is I know a big area for you here? 

Dan Sullivan: 
Well, the big thing is about measurement. All human progress in any area of human acCvity is based on 
measurement. How do you know that what you're doing now is bePer than what you were doing 
before? You have to have measurements. And I would say here I just finished a book that's coming out. 
It's our next quarterly series. And I think this going to be a big seller, it's called American Happiness. And 
it's the eight mindsets you have to have if you're going to be a happy American.  

Dan Sullivan: 
And it really plays into I would say that the field that you're in and the focus that you're having is right at 
the cucng edge of the financial world, but also the technological world. And these are areas that 
Americans are unsurpassed in. I mean, if you take a look at where Americans really dominate it's in the 
total financial world. Not any parCcular branch of the financial world, but the ability to move capital as a 
resource very quickly from one area to another. And then enhanced now and accelerated by technology. 
This is made for American kind of stuff. But the other thing is that it creates bat crazy dreams and goals 
that you then measure yourself by.  

James Robert Lay: 
And that's what I want to touch on because I want to flip the script here slightly because when I look at 
financial brands and the opportuniCes for them to create a new future, a future that puts the 
transformaCon of people over the transacCon of dollars and cents, that's a whole different way of 
thinking. And from our research, people want three things. They want to feel healthy, they want to feel 

 



wealthy, they want to feel happy. But money is that, ... it takes a toll on health. It takes a toll on 
wellbeing. It takes a toll on happiness. And you note in The Gap and The Gain 14% of American adults 
say they are happy. Only 14. So what does that mean? 86% are not happy. Happiness comes from 
something outside. When looking at the role a bank, a fintech can play in this conversaCon at a larger 
scale, it's beyond dollars and cents. It's truly transformed. I mean, I'm just going to riff on where is the 
alternaCve? 

Dan Sullivan: 
I want to bring a brand from another industry in to tell you how the fintech, if it's going to be a posiCve 
and it's going to be a value creaCng part of the financial world, of the transformaCon from in-person 
banking, or in-person financial transacCons, anything, into the digital world is going to work. The human 
being has to be at the center of it. And they think that digital means impersonal. I mean, that there's this 
noCon that we can in switching from in person, we can get rid of the human beings. It's just numbers. 
We're just numbers. And I said, "That never works in any other industry. Why should it work in your 
industry?" And I said, "And yours is more intensely, personally emoConal than most other industries." I 
mean, money and the loss of or the lack of or the sudden abundance of is an intensely emoConal 
experience.  

James Robert Lay: 
Absolutely.  

Dan Sullivan: 
And one of the great, one of my favorite brands that I've learned a lot from is the Four Seasons Hotels. 
So the Four Seasons is in 40 different countries right now, but it started in a motel on a backstreet in 
Toronto, which was the red light district. And it was, the motel was where you could get a room for an 
hour at a Cme. And this architect in Toronto got the idea that he traveled in Europe and he really liked 
the small hotel concept, the luxury small hotels. And he did about a two year taking notes. I think he was 
good on fact finder and good on follow through.  

Dan Sullivan: 
And he came back with a formula of how you could put together an enCrely new hotel concept in the 
United States. And he bought this motel, dirt cheap. And he converted it. It was sCll a motel. It sCll 
looked like a motel, but he used it as a training school to test out methods and he did it for two years. 
And that's the start, and then it's got a glorious ... And it just became one of the great luxury hotels. I 
mean there were luxury hotels that were just one hotel, but he created a network of hotels around the 
world starCng in Canada and then the United States and then went around it. And they have a concept 
that hold their whole hotel together, and said, "SystemaCze the predictable so that you can humanize 
the excepConal."  

James Robert Lay: 
I've studied a lot of Isadore Sharp- 

Dan Sullivan: 
Issy Sharp, yeah. Issy Sharp.  

James Robert Lay: 
... as part of this, and even the Four Season's experience boils down to three things that they've wriPen 
about. Number one, democraCzing innovaCon. Number two, eliminaCng the fear of failure. So really 
empowering that frontline to take control and make decisions. And then number three, powering people 

 



with data. I mean, this is kind of how they've gone through this transformaConal evoluCon into moving 
here. And I'll never forget, my wife and I, when we got married, true story, we wanted to go to Bora Bora. 
Four Seasons Bora Bora. Something that we'd been looking up before we got married, but I mean we 
were 24, the business was sCll gecng started. I was in graduate school doing an MBA. I don't have a lot 
of regrets in life, but I want my money back for my MBA. Total aside.  

Dan Sullivan: 
How many Four Seasons could you MBA pay for? 

James Robert Lay: 
Absolutely. Absolutely.  

Dan Sullivan: 
And you would have learned more. You would have learned more.  

James Robert Lay: 
Yes. And I'll tell you. What we did is we got pregnant in 2009 and I was like, "We have to go to Bora Bora 
Four Seasons. But we've to do this now, otherwise we're going to start having kids, it's going to be much 
more difficult." So I think she was maybe four or five months pregnant and we took that trip out there, 
and ... I mean, that's a brand experience too that I've learned a lot from and have studied over the years, 
because it is about people. You put the people at the center of all of the thinking, all of the doing, and I 
think that's where this idea of the concept of the gap and the gain, it's about people. And more 
importantly it's deeper. It's about the mind and the conversaCons that we have with ourselves. As we 
wrap up, I mean, so many pracCcal lessons they can apply. What's the best way for them to get the 
book? Where can they find it? 

Dan Sullivan: 
Yeah. It's just gapandgainbook.com. And Amazon has it. You can go Gap and Gain on Amazon. We're big 
fans of them, they don't know we exist. It's one of those things, we're a pebble off the side of an ocean 
liner. But Amazon really moves books. I mean, if you got a good book Amazon ... So I have no problem 
with Amazon whatsoever. It's like electricity, you want electricity, or don't want to have electricity. You 
get Amazon. And the thing is that we find that everybody the moment they read this book said, "I know 
20 people who should read this book, because I can just see what these other people are doing to 
themselves. I can see what I'm doing to myself, but I can see we're all doing this." And it's just that our 
parenCng, our educaConal system doesn't teach people how to measure their progress.  

James Robert Lay: 
I will tell you this, I will give you some posiCve hope. My son was in fourth grade. My daughter's now in 
fourth grade, and the spent the first 30 days of school, in this parCcular program, studying growth 
mindset with the works of Carol Dweck. I'm telling you I have seen so much transformaCon with their 
thinking to where they're able to take a negaCve or a quote unquote failure, not let it bog them down, 
learn from it, apply that going forward, so- 

Dan Sullivan: 
That's great. Where is this? Where is this? 

James Robert Lay: 
... This is right outside of Houston, Texas. That program's called Connect, which I think is actually out of 
California. It's a hybrid based learning to where the pandemic was honestly an easy transiCon because 

 



they were already digital, computer based, but it was 100% computer based. Then the teacher becomes 
more of a mentor coach and then they do collaboraCons with students as basically peer to peer 
teaching. So it's really, really good to see what they're doing, I would say taking the tradiConal educaCon 
model, transforming it a bit to where it's more collaboraCve and helpful all the way around.  

Dan Sullivan: 
Well, I just think that this one life skill of recognizing that when you set a goal you have a picture of 
yourself that you're projecCng on the future. And then that allows you to establish achievable goals and 
you do the goals. And when you achieve your goal, don't measure against the image, turn around and 
measure where the starCng point was. If a kid learns that at four years old, or five years old, they can 
learn anything else in their life in a way that's uniquely valuable to them. They'll select their own unique 
goals, they'll have their own unique progress and they'll measure and get their own unique 
measurements. And it just makes them happy. I mean, all this talk about mental health, you can 
chemically enhance people or use shock waves any way you want, but at the end of it they don't know 
how to measure their progress. You've made someone wealthy, but it's not the person who's receiving 
the treatment.  

James Robert Lay: 
Yep. And I think that's what it boils down to for the dear listeners. We wrap up. Always keep in your mind 
progress is greater than perfecCon. And get the book. Learn how to number one see if you are in the 
gap, and then if you are, don't beat yourself up over it because there's- 

Dan Sullivan: 
And the big thing, just as [inaudible 00:39:37], at the end of every day, just look back at your day's 
experience and pick out the three wins-  

James Robert Lay: 
... That's it. Write them down. Celebrate them.  

Dan Sullivan: 
... three wins. And then before you go to bed anCcipate tomorrow in terms of three wins that you can do 
tomorrow. When you teach a child that and they're off and running.  

James Robert Lay: 
Which we actually do. My kids have goPen condiCon now at dinner Cme to where if I don't say ... they 
say, "Dad are you going to ask me what was good about my day?" If I don't do that they're calling me out 
on it, so it's really, it's a beauCful thing. So for the dear listener, grab a pen, grab a piece of paper, write 
down your three wins. Onwards and upwards. Dan, great conversaCon. Always good seeing you. Always 
good having you on. Looking forward to doing this again soon, okay? 

Dan Sullivan: 
See you at the workshop.  

James Robert Lay: 
Absolutely. As always and unCl next Cme, be well, do good, and make your bed.  

 


