
Index 

appreciation, showing 157–8
arrogance 100
Asian cultures 47
assertiveness 83, 84
attention awareness 88
attitudes towards other 

people 89–97, 192

bias 59
blame 126, 129
“B.M.W.s” (people who Bitch, 

Moan and Whinge) 133
brain processes 90
brevity of communication 176
Brown, Derren 76
Brown, Phil 46

CareerTrack 37
Carlyle, Thomas 168
Chambers, Harry 37
change

of location 170
people who don’t want to 

24–7, 132, 139, 191
children

investing time in 
relationships with 67–9

meeting the needs of 
110–11, 145

negativity and lack of 
con3 dence 136

toning down your interest 
in 116

coaching 30, 183
communicating your 

perspective 119–20
see also talking

complacency 66–7, 95, 100, 
157

con3 dence
childhood 187, 188
encouragement 148
impact of criticism on 125, 

126, 129
negative people’s lack of 

136–7
resurrecting someone’s 192
seen as sign of strength 

100, 101
sense of accomplishment 

168
con4 ict 59–61, 142
constructive criticism 124–5, 

126
conversations, dif3 cult 

117
courtesy 108, 152–5
Covey, Dr Stephen 179
criticism 48–9, 117, 

124–9
see also feedback

cultural differences 4
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customers
meeting needs of 144
overreactions from 32
personalized 

communication with 
146

relationships with 66

decision making
impact of emotions on 

30–3
involving people in 137–8

decisiveness 100
defensiveness 117, 118–19, 

124
detail, drowning people in 

174–6
determination 100, 101
devil’s advocate 48
dif3 cult conversations 117
diplomacy 54, 55, 124, 128

emotions (feelings)
impact on decision making 

30–3
resolving differences 119
responding to setbacks 

164–5
talking to people 177, 

182–3
encouragement 147–9, 164
expectations 74–80, 191
eye contact 4

“face”, saving 47, 49
failure, re-framing 165–6, 193
“Faulty Thinking” 181–2
feedback

author’s experience of 186, 
188

emphasis on improvement 
127–8

gaining self-awareness 
through 19–20, 22

giving challenging 46
importance to a person 116
reframing failure as 165, 

166
relationships with staff 66
request for reader’s 189–90
words used to give 124–5, 

192
see also criticism

3 rst impressions 102–3, 178–9
4 aws, accepting 79
4 exibility 82, 102, 192
focus 100, 101
“Fruity Thinking” 182

“gift of the gap” 160
Gospel of Matthew 61
gut feelings 102, 103, 104–5

“halo effect” 89
Hitler, Adolf 101
“horns effect” 89
Hull City Football Club 

46
humiliation 44–8, 50, 

191
humility 27, 100, 102, 191

indifference 95, 157
injustice, perceived sense of 

137–8
interest, showing 155–7
investing in yourself 183
investing time in someone 

64–70, 191
irrational thinking 30–1, 32
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Jackson, Jesse 164
Jobs, Steve 6, 154
jumping to conclusions 102–3

King, Martin Luther 177
knowledge 21

leadership traits 100
learning from experience 148
letting sleeping dogs lie 82–5, 

192
“lightbulb” metaphor 24–7, 

139
listening 159–61

listening to understand 
117–19, 192

showing interest 156
willingness to be wrong 

104–6
location, changing 170
loved ones 38, 66, 67–9, 

146–7
see also children

managers 19, 52–3, 64, 69
mistakes 129
“mood hoovers” 133
morale 52, 64
motivation 52, 167–70

needs, meeting other peo-
ple’s 111–12, 144, 178

negative traits, noticing in 
other people 88–91, 96, 
97

negativity 132–9
nice, being 52–5, 191
90/90 rule 178–9

overreacting 32, 33

performance, toleration of 
37, 38–41

personalization 145–7
physical space, changing your 

170
popularity 53, 54
positive traits, noticing in 

other people 88–91, 96, 
97

positivity 135, 166–7, 181
pride 33, 48, 119
progress, focus on 

169–70
promises 77, 153

quick-3 x solutions 12–13
quick wins 167–70, 193

“realistic mindset” 77–8
relationships

investing time in 65, 66–9, 
191

letting sleeping dogs lie 
83–4

meeting other people’s 
needs 111–12

positive and negative 
attitudes 90–1, 96–7

questions to ask yourself 
114–21

respect 54–5, 108, 152–3, 192
retention of employees 69
Robinson, Anne 74, 75
Rockwell, Dan 117

S.A.D.S. (Self Awareness 
De3 ciency Syndrome) 
18–21, 49, 175, 191

“saving face” 47, 49
self-awareness 18–21
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self-con3 dence see con3 dence
Self-Con� dence (McGee) 104–5
self-esteem 45, 48, 168
self-respect 47
serve, wanting to 143–5
setbacks, emotional responses 

to 164–5
Sharma, Robin 53
short-term solutions 31
silence 38, 39–40, 160, 191
S.P.E.C.I.A.L. acronym 142–3, 

152, 161, 192
spin 58–9, 60
standards 76, 77, 79
strengths, playing to 137
stress 32–3
stubbornness 27, 100, 101
SUMO (“Shut Up, Move 

On”) 74, 80, 135, 181
support or advice, offering 

116

talking 174–84, 193
beginning with the end in 

mind 179–81
drowning people in detail 

174–6
emotional engagement 

177, 182–3

investing in yourself 183
90/90 rule 178–9
pointing out the pain 

181–3
relevance of the message 

176–7, 178
talking over people 18

Thatcher, Margaret 101
thick skin 48
tiredness and fatigue 30–1, 

119
toleration 37, 38–41, 82, 

191
training of staff 69

U-turns 100–1
uncertainty 102

valuing people 142
Vistage 126

The Weakest Link (TV show) 
74–5, 77

willingness to be wrong 100, 
102–6, 192

Yancey, Philip 157

Ziglar, Zig 144
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