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A
ABCDE approach, 36—-45
activating event (A), 37
beliefs (B), 37-38. 290201
consequence (C), 37
debate, dispute/ discard (D),
42-45, 164-65, 207
and impulse control, 178, 179
and optimism, 215-16
and stress, 200-202, 207
accountants, 316
Ackley, Dana, 264
acupressure, 206
adversity, 263
age. See also youth
and emotional intelligence,
17-19, 283-86, 288,
311-12
and goal setting, 83—84
aggression. See also bullies
assertiveness vs., 108—11, 117
controlling, 178
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disadvantages, 117, 118
passive, 114-15, 117
responding to, 110
in workplace, 111-12
Alumran, Jihan, 285
American Express Financial
Services, 244
American Psychological
Association, 6, 306—7
Americans, 107, 108
Andreessen, Marc, 190
anger, 48, 49, 56
handling, 34-36, 53-55, 178
anxiety, 49, 106, 197. See also
stress
The Apprentice (TV show),
273-74
artists, 316
assertiveness, 22, 105-21
vs. aggression, 10811, 117
benefits, 117-18
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assertiveness (continued)
career applications, 235, 244,
245, 246, 273
definition, 105, 107-8
exercises, 11821
flexibility and, 192, 195
indirect, 116—17
self-talk and, 119-20
in workplace, 105-7, 111-14
athletes, 239—-43, 288—89
coaches, 288
hockey players, 239-41, 289
and problem solving, 171, 240
skiers, 241-43
and social responsibility, 149
attractiveness, 91-92
Auletta, Ken, 29
Austin, Elizabeth, 290
autism spectrum disorder, 92
autonomy, 102. See also
independence

B
Bachman, John, 245-47
Bahrain, 285
balance (work/life), 78. 84—85,
262-63, 270
Bar-On, Reuven, 2, 3, 4, 15, 307
on emotional intelligence,
13, 27
beauty, 91-92
Becker, Irwin, 264
behavior
congruency with feelings,
93, 94
others’ reactions to, 61-62, 90
passive/passive-aggressive,
114-15, 117, 118
stress and, 199
of young people, 284—-86
Beidel, Deborah, 127-28
beliefs, 3738, 291. See also
ABCDE approach; self-talk
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The Bell Curve (Herrnstein and
Murray), 5-6
Benson, Robert, 206
Berscheid, Ellen, 91
Binet, Alfred, 15-16
Binet-Simon test, 15—-16
body. See also exercise
emotional responses, 48—49,
65-66
stress and, 197, 198, 202-3
The Body Shop, 150
Bogels, Theodore, 249
Book, Howard, 3
BP oil spill (Gu'f >f Mexico),
93-94
brain, 291--95
brainsioriing, 168
braathimg exercises, 205—6
bulites, 109, 110-11, 178. See also
aggression
bosses as, 55-60
Bumphus, Aileen Thompson,
279-80
Burns, Ursula, 151, 152
Burntwood Regional Health
Authority (Thompson, MB),
275-176
business
emotional intelligence and,
29-32
EQ research on, 27882
and social responsibility,
150-52
women in, 150, 151-52
business advisors, 283, 315

C

Canadian Imperial Bank of
Commerce (CIBC), 243-44

Canadians, 107, 108

Cannon, Kate, 244

career choices, 80—83, 282-83

Caruso, David, 15, 296



Center for Creative
Leadership, 269

CEOs, 247-49, 272-73

Chang, Kelly, 287

change, 192-93, 282-83. See also
flexibility

Charan, Ram, 29

children, 7-8, 192, 284. See also
youth

Christiansen, Neil, 299

Clark, Jim, 190

Clinton, Bill, 237-38

Clinton, Hillary, 238

collection agents, 245-47

college graduates, 274—75, 286—87

Colston, R. Dean, 288

Colvin, Geoffrey, 29

Commercial Financial Services,
246-47

communication skills, 30, 55, 251,
271. See also emotional
expression; listening skills
conversational, 12829,

132-33, 138-40

compromise, 108. See aisc
flexibility

confidence, 6973, 29

congruency (emctional), 92—-94

Conrad, Jarik Edwardo, 281

consensus building, 271

consideration, 109

coping skills, 202, 285

Coté, Stéphane, 296-97, 298

Covey, Stephen, 140, 223-24

Cree people, 27677

Csikszentmihalyi, Mihaly,
222,225

customer service, 315

D

Damasio, Antonio, 291
Darwin, Charles, 14

dated tapes, 37—38, 103—-4
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decision making, 98—99, 100—102,
169, 270

Decision-Making realm, 22,
157-84

Dell, Michael, 81

dentists, 264

dependency, 100-102, 103

depression, 49, 220, 226-27. See
also unhappiness

Derksen, Jan, 249

Diana, Princess of Wales, 148—49

Diener, Ed, 223

Diertshi, Shirley, 241-43

Dion, Karen, 91

distraction (purposeful), 207

diversity 28!

doctors, 254, 264—-65, 317

Dries, Nicky, 279

cripxing, 284

[ rucker, Peter, 30

Drury, Leith, 288

Dulko, Jeffrey, 284

Dunkley, Jenny, 255

DuPont, 151-52

Durek, Diana, 268—-69

D’Zurilla, Thomas, 167—68

E
education, 316
for adults, 288
early childhood educators, 280
principals, 265-67, 279-80
students, 274-75, 286-87
supervisors, 280
teachers, 252-54, 316
Effective Problem Solving
(Levine), 171
EI See emotional intelligence
Ellis, Albert, 15, 36, 114—-15
emotional expression, 22, 89-95
and assertiveness, 107—8
authentic, 92-94
definition, 89
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emotional expression (continued)

exercises, 94—95
lack of, 92
non-congruent, 94

emotional intelligence. See also

EQ-i; specific realms and

scales

ability model, 294-303

age and, 17-19, 283-86, 288,
311-12

brain and, 291-93

in business world, 29-32

vs. cognitive intelligence (1Q),
5-6, 13-14, 16-20,
27-29

as common sense, 14, 29

components, 21-24

definition, 13-14, 296

gender differences, 5, 151, 265

health benefits, 255, 289-90

history, 14—15

importance, 5—8, 27-32

improvability, 7, 17-19,
25-27, 31-32, 287

and income, 249

misconceptions about,
19-20 27

models, 295-96

in political world, 237-39

racial differences, 5-7

research in, 278-93

and sense of humor, 300

and success, 17, 25, 233,
314-17

testing for, 25-26, 291-92,
305-6, 319-22

workplace outcomes, 296-97,
313-17

young people and, 283-86

Emotional Intelligence Skills

Assessment (EISA), 319-22
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emotional self-awareness, 21-22,
30, 53-67, 194, 225
and assertiveness, 107
career applications, 237, 253,
262, 264, 270
definition, 53
and empathy, 137-38
exercises, 63—-67
lack of, 55-58, 60-61
and others’ reactions,
61-62, 92
in public eye, 92-94
and relationskips, 257
emotions, 27. See also emotional
self-awarerniess; empathy;
specific ¢motions
congiuency with behavior,
93, 94
hot vs. cool, 45-48, 204
and impulse control, 178, 179
information about, 138—-40
managing, 297-98, 302-3
as motivation, 167
of others, 108, 109, 110—11,
137-42
physical effects, 48—49, 65—-66
and problem solving, 168
stress and, 198—-99, 202-3
triggers for, 62-63
venting, 48, 56
empathy, 22, 134-46
career applications, 235, 244,
246, 271, 273
definition, 134
excavating questions, 138—40
exercises, 142—-46
misconceptions about, 136—37
self-awareness and, 137-38
employment counselors, 315
engineers, 233, 317
Enron, 57
entrepreneurs, 247—-49



environment (social), 128

EQ-i (Emotional Quotient
Inventory), 7-8, 268, 273,
299. See also EQ-1 2.0
development of, 2, 3—-4

EQ-i2.0, 4, 6-7, 13, 1718, 24-25
development of, 305-12
EQ-i 2.0 360, 72
self-interpretation of, 310—11
and self-reporting, 310
validity, 306, 307-10

ethics (corporate), 151. See also
morality

excavating questions, 138—40

exercise (physical), 201, 205,
263, 290

exercises
assertiveness, 118-21
emotional expression, 94-95
emotional self-awareness,

63-67
empathy, 142-46
flexibility, 193-95
happiness, 226—-29
impulse control, 182—34
independence, 102-4
interpersonal relationships,
131-32

optimism, 213-16
problem solving, 173-74
reality testing, 163—65
self-actualization, 85—-86
self-regard, 72—75
social responsibility, 154—55
stress tolerance, 202—-7

externalization, 171

F

Facebook, 81

factor analysis, 308

facts vs. opinions, 120-21
failure, 97-98, 99
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Farlow, Michael, 283
Farrell, Colin, 275
Fazio, Robert, 258 -59
FBI, 259-61
fear, 27, 103, 160, 161-62
feelings. See emotions
fighter pilots, 236-37
fight or flight reaction, 198
financial sector, 243—-44, 315, 316
First Nations, 275-77
Fletcher, Ian, 287
flexibility, 22, 108, 187-95
and assertiveriess, 192, 195
career applica.ons, 249,
254, 250
defirition, 187
exercises, 193-95
health effects, 255
and impulse control,
182—-84, 192
and leadership, 188-91
learning, 191-92
and optimism, 211-13
and reality testing,
192-93, 194
and self-awareness, 194
self-talk and, 194-95
flow, 225-26, 228
focus, 225
Ford, Henry, 189
Freud, Sigmund, 202
friends, 130-31
From the Ground Up
(TV show), 274
Frye, Crissie, 280-81

G

Gall, Michelle, 296-97
gambling, 284—85

Gardner, Howard, 15
Gasiorowska, Grazyna Maria, 282
Gates, Bill, 71-72, 80, 189-91
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Gawryluk, Jodie, 292
gender
and emotional intelligence, 5,
27, 151, 265
and entrepreneurial skills,
248, 249
general adaptation syndrome, 198
General Motors, 189
USS George Washington,236
Giles, S., 298-99
goals, 71-72, 77-80, 83-84,
224-25, 260
Goddard, Henry, 16
Gold, Alan, 250-52
Goldstein, Sam, 92
Goleman, Daniel, 1
Gordon, Wendy, 319
gratification, 178, 179, 181
Green, Richard, 264
Gretzky, Wayne, 84-85
Grewal, Daisy, 296-97

H

Halverson, Trevor, 289

Handley, Rich, 234

Hansen, Richard, 260

happiness, 22, 219-.29
career applicaiions, 82—83,

241, 245, 246, 265
definition, 219
exercises, 226—29
goals and, 82-83, 224-25
health benefits, 225-26
prosperity and, 222-23
pursuit of, 221-22, 223
reality testing and, 220,
221, 225

and relationships, 223, 257
and resilience, 225, 226
self-awareness and, 225
success and, 226

Hare, Robert, 70
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Hayward, Tony, 93-94

health, 213, 255, 289-93. See also
medical workers

hedonism, 221

Herrnstein, Richard, 5-6

hierarchy of needs, 78

The Highwaymen (Auletta), 29

hockey, 239-41, 289

Hold the Door for Others, 259

human resources professionals,
233, 315

humor, sense of, 300

|
Tacocca, .=, 189
impulse cuntrol, 22, 175-84
ARCDE approach, 178, 179
and assertiveness, 107-8
career applications, 237,
238-39, 246, 253-54,
269-70
definition, 175
exercises, 182—-84
vs. flexibility, 182—-84, 192
impulse gate, 178—80
marshmallow test, 180—81
self-talk and, 183—-84
independence, 22, 96—104
career applications, 246, 249,
262, 286
and decision making, 98—99
definition, 96, 97
exercises, 102—4
as false impression, 100—102
and problem solving, 167
and self-regard, 99
information technology sector, 233
Innovators Alliance, 272-73
intelligence (cognitive)
definition, 13



vs. emotional intelligence,
5-6, 13-14, 16-20,
27-29
and race, 5-6
and success, 11-13, 17
testing of, 14, 15-16
Interpersonal realm, 22, 123-55.
See also relationships
intuition, 169, 172, 173, 177

Iran, 286
Israel, 154
J

Jack, Don, 252

Jackson, James O., 199-200

Jacobson, Edmund, 206

Jae, Joseph Hee-Woo, 243

Janovics, Jay, 299

Jerome, Karen, 280

Jewish Vocational Services
(Toronto, ON), 4

Johnson & Johnson, 92-93

journalists, 249-50

K

Kadis, Jessica, 29627
Kennedy, John ', 9v-91
Killgore, William, 291-92
Kohaut, Karen Michelle, 285-86
Kullman, Ellen, 151-52

L
law enforcement, 259-61
lawyers, 250-52, 261-63, 317
leadership, 58
backward-looking, 188—89
consistency in, 188-89, 270
and diversity, 281
emotional intelligence and,
247-49, 266, 268-71,
278-80, 298-99
flexibility and, 188-91
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future-driven, 189-91
pillars of, 269-71
in project management, 282
social responsibility and, 279
transformational, 279, 280
Learned Optimism (Seligman),
210, 211, 213
Leeper, RW., 15
Levak, Richard, 273-74
Levine, Marvin, 171
Life Map, 78
listening skills, 129. 130, 143, 271
looks, 91-92
Lopes, Paulo, 226-98

M

Magec, Christine, 150

Mair. Adam, 239-40

Management Challenges for the
21st Century (Drucker), 30

managers, 281-82, 315-16

Mann, Derek, 319

marketing, 314

marriage, 256—57

marshmallow test, 180-81

Martin, Lloyd (Osawikeesik),
276-T71

Martin, Rod, 300

Maslow, Abraham, 77-78

Mayer, John (Jack), 13, 15,
294-96

McClelland, Karen, 276

McGlone, Jeannette, 292

medical workers, 254-57, 316
dentists, 264
doctors, 254, 264-65, 317
medical students, 287
nurses, 316

medicine wheel, 27677

Mehrabian, Albert, 90

Menninger Clinic (Houston, TX), 3

mentorship, 31, 101, 249, 263
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Meredith, Cheryl, 279
Metropolitan Life, 244-45
Mexico, 285
MHS (Multi-Health Systems), 2,
3-4, 234
Microsoft, 190
military
pilots, 236-37
recruiters, 234—-37
The Millionaire Mind (Stanley), 17
Mischel, Walter, 180—81
mistakes, 97-98
Moffitt, Terrie, 181—-82
morality, 148, 291. See also ethics
Morehouse, Michelle, 279
mothers, 284
motivation, 166—67
MSCEIT (Mayer-Salovey-Caruso
Emotional Intelligence Test),
15, 296-98, 299-300, 305
Murphy, Shane, 78-79
Murray, Charles, 5-6
musts, 45-48, 204, 207
mutuality, 129-30
Myers, David, 223

N

Naglieri, Jack, 22

National Hockey League,
239-41, 289

needs (Maslow’s hierarchy), 78

Netscape, 190

Nezu, Arthur, 167-68

Nigli, Rose-Marie, 256

9/11, 258-59

Nixon, Richard, 90-91

non-profits, 279

(0]

objectivity, 140-42, 160-61. See
also reality testing

opinions vs. facts, 120-21
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optimism, 22, 208—16
ABCDE approach, 215-16
career applications, 241, 245,
246, 253, 262
definition, 208
exercises, 213-16
flexibility and, 211-13
health effects, 213, 255
misconceptions about, 209—10
naive, 161-62, 211-14
vs. pessimism, 210-11, 212
realistic, 161-62, 211-13
and self-talk, 210-11, 212
“so what” tochnique, 212—13
“ouch points”, 52-63
Oyama-Higa: Mayumi, 284
P
Fapkey Institute, 264
Papadogiannis, Peter, 319
Parker, James, 266, 274-75,
284-85
passivity, 114—15, 117, 118
Pepermans, Roland, 279
Perlini, Arthur, 289
personality, 20
perspective, 199-200
pessimism, 210-11, 212
Planter’s Bank (Manila), 243
politics, 237-39
prioritizing, 201, 262-63
problem solving, 22, 166—74
career applications, 171, 235,
240, 246, 260
definition, 166
exercises, 173-74
independence and, 167
instinct and, 169, 172, 173
social, 167-68
steps in, 168—69
project management, 281—-82
psychology, 3, 15, 114-15, 317



public servants, 316
Punamiki, Raija-Leena, 285

R
race, 5-7
real estate agents, 299
reality testing, 22, 159-65. See
also objectivity
career applications, 237,
240, 244
definition, 159
exercises, 163—-65
flexibility and, 192-93, 194
and happiness, 220, 221, 225
and optimism, 161-62,
211-13
reality TV, 273-74
The Recruit (TV show), 275
reflection, 177
relationships (interpersonal), 22,
125-33. See also
communication skills
with boss, 58
career applications, 244,
260-61, 281,286
definition, 125
exercises, 13153
with frienas, 130-31
and happiness, 223, 257
mutuality in, 129-30
skills needed, 127-30
with spouse/lover, 162,
256-57
stress and, 202
and success, 126-27
relaxation exercises, 206—7
religious workers, 316
resilience, 211, 225, 226, 259, 271
risk, 97-98, 178
Ritts, Vicki, 91
Roddick, Anita, 150
Rodriguez, Reuben, 208-9
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Rohatyn, Felix, 29
romance, 162

Rosete, David, 298
Rovnak, Amanda, 284
Ruderman, Marian, 269

S
Sadri, Esmaiel, 286
Saklofske, Donald, 290
sales
emotional intelligence and,
235, 243-45, 267-68,
314-15
insurance.-244-45, 314
real estate. 299
Salovey, Feir, 13, 15,
201-97, 298
Sax Mike, 71-72
school administrators, 265-67,
279-80
Schutte, Nicola, 290
Seinfeld, Jerry, 81-82, 154
self-actualization, 22, 76—-86, 257
career applications, 80—83,
244, 246, 253, 260, 262
definition, 76
exercises, 85—-86
self-assessment exercises
assertiveness, 118—19
emotional self-awareness,
63-65
empathy, 143-45
flexibility, 193-94
happiness, 227-28
impulse control, 182—84
independence, 102-3
interpersonal relationships,
131-32
optimism, 214—15
problem solving, 173-74
reality testing, 163—64
self-actualization, 85—-86
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self-assessment exercises
(continued)
self-regard, 73-74
social responsibility, 155
stress tolerance, 203-5
self-assignment exercises
assertiveness, 119-21
emotional self-awareness,
65-66
empathy, 145-46
flexibility, 194-95
happiness, 229
impulse control, 184
independence, 103-4
interpersonal relationships,
132-33
optimism, 215-16
problem solving, 174
reality testing, 164—65
self-actualization, 86
self-regard, 74-75
social responsibility, 155
stress tolerance, 205-7
self-awareness. See emotianal
self-awareness
self-esteem, 69-70
Self-Expression i=alm, 22, 87—121
Self-Perception realm, 21-22,
50-86
self-regard, 22, 68-75, 99, 257
career applications, 73, 237,
245, 273
definition, 68
exercises, 72—75
faults and, 70-72
vs. self-esteem, 69-70
self-talk. See also beliefs
and assertiveness, 119-20
changing (Four Ds method),
62-63, 164-65, 215-16
dated tapes, 37-38, 103—-4
and flexibility, 194-95
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and impulse control, 183—-84
irrational, 164—65
negative, 167, 215-16
and optimism, 210-11, 212
self-sabotaging, 37—-38,
200-202
and stress, 204
Seligman, Martin, 210, 211,
213, 244
Selye, Hans, 198
Semel, Terry, 81
The 7 Habits of Highly Effective
People (Coveyv); 140
shoulds, 45-48,.204, 207
Simon, Theedoie, 15-16
skills, 20
cemmunication, 30, 55,
251, 271
conversational, 128-29,
132-33, 138-40
coping, 202, 285
listening, 129, 130, 143, 271
relationship, 127-30
Sleep Country Canada, 150
sleep deprivation, 290-91
Social Effectiveness Training,
127-28
social intelligence, 14
The Social Network (film), 81
social responsibility, 22,
147-55, 255
career applications, 260,
271, 279
corporate, 150-52
definition, 147
exercises, 154-55
gender differences, 151
individual, 148-49,
152-53, 279
rewards, 152-54
in workplace, 153-54
social workers, 316—17



&

Sparkman, Larry, 286
sports. See athletes
Stanford-Binet test, 16
Stanley, Thomas, 17
Stein, Steven, 2—4, 91-92,
236-37, 254, 275-76
Stone, Howard, 266
stress. See also anxiety; stress
tolerance
ABCDE approach, 200-202,
207
emotional effects, 198—99,
202-3
managing, 200, 201, 202,
205, 207
physical effects, 197, 198,
202-3
Stress-Management realm, 22,
185-216
stress tolerance, 22, 196-207. See
also anxiety; stress
career applications, 237, 245,
255, 262, 265, 270
definition, 196
elements, 200
exercises, 2027
strategies, 2012, 205-7
and succes:. 203
students, 27475, 286—87,
288
success, 11-13, 58, 80-82
assertiveness and, 118
cognitive intelligence and,
11-13, 17
definition, 12—13
emotional intelligence and, 17,
25, 233, 314-17
and happiness, 226
relationships and, 126-27
self-regard and, 73
stress tolerance and, 203
Survivor (TV show), 273
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Swartz, Jeffrey, 150-51
sympathy, 136. See also empathy

T

Taylor, Irene, 261-62
teachers, 252—-54, 316

teams, 153-54, 280-81, 301-2
teenagers. See youth

Terman, Lewis, 16

Tessema, Dereje Befekadu, 282
Thorndike, Edward, 14
Timberland, 150-51

time management. 263
Tombs, Selina,-299)

Toronto Maple Leafs, 239-41
trauma, 25%

Travis, Debbie, 274

truth. 140-42

1sujino, Junko, 284

Turkey, 289-90

Turner, Samuel, 127-28
Turner, Tim, 259-60
Twohey, Brian, 243, 244
Tylenol, 92-93

U

unemployment, 255

unhappiness, 221. See also
depression

university graduates, 274—75,
286-87

U.S. Air Force, 234-37

A"

Vander Zalm, Bill, 238-39
vision statements, 298
visualization, 171, 228, 251

\

Wagner, Peggy, 265
Walster, Elaine, 91
wealth, 222-23



354/ Index

Wechsler, David, 14

Weiand, Paul, 30

well-being, 217-29

“Who Is Happy?” (Diener and
Myers), 223

“Why CEOs Fail” (Charan and
Colvin), 29

Wolpe, Joseph, 206

women
in business world, 150,

151-52

and career change, 282-83
as doctors, 265
as entrepreneurs, 248, 249
as lawyers, 262-63

Wood, Laura, 266

work life
aggression in, 111-12
assertiveness in, 105-7,

111-14

and decision making, 100—102

vs. personal life, 78, 84—8%5,
262-63, 270

social responsibility in.
153-54

success in, 80-52,.314-17

&

World Values Surveys, 222
worry breaks, 207

X

Xerox, 151, 152
Y

Yahoo!, 81

Yalcin, Bektas Murat, 289—-90
Yip, Jeremy, 300
Young Presidents’ Organization
(YPO), 247-49
youth. See also chiidren; students
behavior issues, 284—-86
coping <kiils, 285
and einctional intelligence,
233-86, 287, 291-92
EQ-1 for, 7-8
MSCEIT for, 300
and popularity, 285
Yurgelun-Todd, Deborah,
291-92

Z
Zavala, Maria Alicia, 285
Zuckerberg, Mark, 81
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