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Welcome & Thanks 
 
Thanks for downloading this short, free 
UbookÔ.  
 
What’s a “UbookÔ?” It’s a short ebook—
but it has a few other features. The “U” 
is to remind people that it’s associated 
with Understandably.com. 
 
But the “U” also stands for “updated.” 
Because these books are never really 
finished. Instead, they’re continually 
revised. 
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As an example, this is the first, preview 
edition of this UbookÔ, and it was 
posted to the Internet in January 2021. 
So if you’re reading a while after that, 
you might want to go to the following 
website and see if there’s an updated 
edition: 
 
• http://books.understandably.com 

 
This UbookÔ runs exactly 10,101 
words, which probably works out to 
roughly 35-40 minutes of reading time. 
 
You’ll also notice that it’s formatted to 
make it easy to read on a smartphone 
or tablet, hopefully without 
downloading any other apps.  
 
What else… You’re free to share this 
with anyone you like, as long as: (a) you 
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share it for free, (b) you send the entire 
thing, unedited, and (c) you don’t do 
anything like remove the author’s 
name, the cover, the branding, etc., or 
pretend that you wrote it instead of me. 
 
If someone did send this to you, that 
was nice of them. Please think about 
signing up for Understandably.com.  
 
Besides the daily Understandably 
newsletter (which has thousands of 5-
star ratings), it’s also where you’ll learn 
about other free UbooksÔ as they’re 
released.  
 
You can sign up at 
http://understandably.com/welcome, 
or else send an email to 
subscribe@understandably.com.  
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Got comments? Want to let me know 
about a problem or an idea? Fire off an 
email to help@understandably.com. 
 
One more thing. I’d appreciate it if 
you’d share comments and reviews of 
this Ubook by sending an email to: 
 

reviews@understandably.com 
 
That’s sometimes how I get the best 
suggestions for future editions. Thanks 
again for downloading, reading and 
subscribing! 
 
Bill Murphy Jr. 
February 2021  
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Introduction 
 
If there's one area of self-improvement 
that readers have told me they’d like to 
work on in 2021, it’s emotional 
intelligence. 
 
As Daniel Goleman, whose 1995 book, 
simply entitled Emotional Intelligence 
acknowledges, there are “by now a 
dozen or more different models of 
what ‘emotional intelligence’ (or EI) 
even means.” 
 
Goleman’s approach takes a minute to 
summarize, combining brain circuitry, 
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“domains” and “social functions” that 
emerge from that circuitry, and finally a 
series of 12 “key EI competencies.” 
 
It’s these competencies that people 
think of when they want to improve 
their emotional intelligence — things 
like emotional self-awareness, balance, 
positivity, empathy, conflict 
management, and others. 
 
But I also think other, simpler 
definitions will help us achieve the 
goal, too. 
 
For example, the Cambridge Advanced 
Learner’s Dictionary & Thesaurus 
defines emotional intelligence as: “the 
ability to understand the way people 
feel and react and to use this skill to 
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make good judgments and to avoid or 
solve problems.” 
 
Psychologists John D. Mayer and Peter 
Salovey wrote in a 1990 journal article 
that emotional intelligence is “the 
ability to monitor one’s own and others’ 
feelings and emotions, to discriminate 
among them and to use this 
information to guide one’s thinking 
and actions.” 
 
And, in his excellent 2018 book, EQ 
Applied, my Inc.com colleague Justin 
Bariso likes to define it as, “the ability 
to make emotions work for you, instead 
of against you.” 
 
My writing on emotional intelligence at 
places like Inc.com has largely been 
very pragmatic over the years, focusing 
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on habits that differentiate emotionally 
intelligent people from the rest of us, 
and on the use of practical habits of 
language that improve the “key EI 
competencies” that Goleman talks 
about. 
 
I truly think the best way to learn more 
about this is just by doing, so on the 
pages that follow you’ll find 
adaptations of some of my best 
practical work on the subject from 
these columns. 
 
I hope you’ll find value in this effort.  
 
This is an early “preview” edition of this 
Ubook.Ô As Reid Hoffman, co-founder 
of LinkedIn, used to say: “If you're not 
embarrassed by the first version of your 
product, you've launched too late.”  
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So, I’m sure a few people will find a 
typo or two here or there. Maybe some 
readers like you will come up with 
good ideas about how to improve this 
book for the next go-round – or even 
suggest other topics to write about. 
 
That’s great. I’d love to hear your ideas.  
Again, you can submit them easily at:  
 

reviews@understandably.com 
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Hi, How Are You? 
 

They start conversations the right way, 
and avoid the wrong language. 

 

I like the idea of opening the book with this 
phrase, simply because we all use it, and because 
it sets the stage for what will follow on the 
following pages. 

Can I ask you to keep a couple of things in mind as 
you read?  

First, I’ve found that one key in self-improvement 
is not to be too hard on yourself. Believe me, 
there are things I realized while writing this that I 
still need to work on in my life. But that’s OK. 
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Second, the good news that this is all largely a 
matter of simple behavioral choices. Once you 
decide to make those choices, things flow 
naturally.  

It’s probably worth I originally wrote a version of 
this particular column in October 2020, so the 
pandemic-related anxiety everyone was feeling 
then might come through a bit. 

————— 

Imagine we're having a conversation. 
What kind of small talk would you use 
to start? 

If the answer is something like "Hi, how 
are you?" then this column is for you. 

Because it turns out there's a solid 
argument for choosing different 
phrases that could subtly improve the 
ways that other people perceive you. 
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It's not that "How are you?" and its 
cousins — things like "How ya doin'?" 
and "What's going on?" — are 
horrendous. They're conventions, and 
we all use them. 

Heck, I catch myself using 
them sometimes, and I'm the guy 
writing this article. 

Nearly every time we open a 
conversation like this, however, we're 
starting out with an agreement to avoid 
the truth. It's a social convention in 
which everybody knows that what we 
say and what we mean are very 
different things. 

You understand instinctively. Most of 
the time, you don't ask "How are you?" 
because you actually want the other 
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person to answer your question 
seriously. 

Instead, you want them to say the 
expected thing: "Fine, thanks, how are 
you?" so that you can proceed to 
whatever else is really on your mind. 

Just because we know objectively 
what's going on, however, doesn't 
mean there's no subjective or negative 
effect. And, that's where emotional 
intelligence comes in. 

Some people understand deeply that, 
if they start with a "How are you" 
question but never ask a follow-up (and 
especially if the other person in the 
conversation starts to give an honest or 
lengthy answer that is met with 
impatience or disinterest), it becomes 
distractingly clear that the original 
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question came from a place of self-
centeredness, as opposed to other-
centeredness.  

Again: sometimes you have to be self-
centered. Sometimes, we just need to 
cut to the chase and get things done.  

But there are other options. And, 
people with a heightened level of 
emotional intelligence ask themselves: 
Why send an unintentional, somewhat 
negative message if you don't have to? 

Of course, you don't need to take my 
word for this. Researchers at Harvard 
Business School analyzed hundreds of 
conversations to determine what kinds 
of questions led to better reactions. 

They found two interesting 
conclusions: 
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First, people who simply ask more 
questions, and follow-up questions — 
who go beyond "How are you?" for 
example — were "better liked by their 
conversation partners." 

Second, conversation partners who 
were told to ask more questions were 
perceived as being "higher in 
responsiveness, [which is] an 
interpersonal construct that captures 
listening, understanding, validation, 
and care." 

Frankly, all of this is even more acute 
right now, given the pandemic and 
recession.  

For so many, the truthful answer to 
"How are you?" isn't what they wish it 
to be — and maybe not what they'd like 
to dwell on at the moment. 
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Ashley Fetters put it well in The 
Atlantic recently: "To ask 'How are 
you?' is either to make the 
conversation very gloomy, very fast or 
to force someone to lie straight to your 
face and say they're fine. We need 
better questions to ask." 

(In that vein, I also want to credit Gary 
Burnison at CNBC for making the 
connection between the Harvard study 
and the three-word phrase in 
particular.)  

Of course there are times when "How 
are you?” is sincere, when we really 
want to know how things are going. 

In those cases, the key is to follow-up, 
and then follow-up again.  
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As the Harvard researchers pointed 
out, don't stop with the three-word 
query, and even better, be specific if 
you have the knowledge to do so.  

It's the difference between asking 
something specific, like: 

"Jennifer, before we begin, how 
was Ryan's first day of virtual 
kindergarten yesterday?"   

As opposed to:  

"How was everyone's weekend—
good?" 

Now, let's go back to the more 
controversial example. 

If you're using "How are you?" as a 
conversation-starter, but, in truth, 
you're dreading the idea that anyone 
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might take you seriously and launch 
into an expansive, truthful answer, the 
best advice is to stick instead with a 
positive declaration. 

Not a question, but instead something 
like: 

• "I'm happy to see you." 
• "Thank you for being here—let's 

get started." 
• "I hope you had a nice weekend," 

or "I hope your family is doing 
well." 

Or just a plain, simple: "Good 
morning." 

See the difference? These are positive 
messages, and though they're not 
particularly other-centered, they're also 
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not overly self-centered. They're closer 
to neutral. 

(By the way, if you're on the receiving 
end of "How are you?" or even "I hope 
your family is doing well," and you 
honestly don't want to answer in great 
detail, the easy, polite way out is just to 
say "Thank you for asking" without 
offering any other details.) 

Also, don't make 
inauthentic conversation-starter 
questions even worse by suggesting 
the answer in the question itself, as in 
the "How was your weekend, good?" 
question above. 

Or else: "Everybody has what they 
need, right?"  
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"Objection!" you could call out if you 
were a lawyer in a courtroom. "Leading 
the witness!" 

Only you're not, so you can't. 

Again, I'm not here to criticize (much).  

But if you're still using "How are you?" 
to open conversations, I think you can 
probably do better. And the people 
you're having conversations with know 
it too.i 
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Empathy, Sympathy & 
Pity 

 

They express shared emotions without 
ceding control. 

I’m a writer, and I’ve often found it’s easiest to 
explain things by using examples from language. 
You’ll find quite a few of those kinds of examples 
in this Ubook, and this is the first. It’s also one of 
my favorites—and one that prompted a lot of 
reader reaction.  

————— 
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This is a story about three related 
words that people often confuse, to 
their detriment. 

It's an understandable mistake if they 
haven't taken the time to study the 
differences, because all three concepts 
generally fall under the umbrella 
of positive feelings that people 
express in response to the experiences 
of others. 

Nevertheless, the subtle differences 
become profound when you explore 
them—and doing so is an exercise that 
can help people improve their levels of 
emotional intelligence. 

We'll explore the three words below. 
They are: empathy, sympathy, and pity. 

Empathy 
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First, "empathy." Let's go with the 
dictionary definition: "The ability to 
understand and share the feelings of 
another." 

The key for our present purposes is 
that empathy involves an action: 
actively attempting to experience 
someone else's feelings or thoughts.  

It's about trying to "put yourself in 
another person's shoes," to be 
colloquial. 

Empathy requires effort—sometimes, a 
heck of a lot of effort. We'll see below 
how this is different from the other 
concepts, and why it matters. 

Sympathy 
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Again to the dictionary definition: "An 
affinity, association, or relationship 
between persons or things wherein 
whatever affects one similarly affects 
the other." 

The concepts of empathy and 
sympathy do have a lot in common. But 
sympathy involves a more automatic or 
involuntary affinity. Empathy, as we've 
seen, differs in that it involves a state of 
understanding reached by active 
effort.  

As an example, I might almost 
automatically sympathize with the 
feelings of someone who grew up in 
the same hometown that I did, and 
who has a life story that sounds similar 
to mine. 
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But I would have to work harder 
to empathize with someone who lives 
in a different country than I do, and 
who has had very different life 
experiences. 

Pity 

Our final word is, "pity," defined as 
"The feeling of sorrow and compassion 
caused by the suffering and 
misfortunes of others." 

The keys for us here are twofold: First, 
that the person feeling pity does feel 
something—but it's sorrow in reaction 
to the feelings of others, not a shared 
emotional understanding of the other 
person's feelings. 

(That's subtle, but crucial—it's like the 
fact that someone else is cold makes 
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you feel sorry for them, but doesn't 
suggest that you actually feel the cold.) 

Second, and related: You can feel pity 
without sympathy. In fact, pity carries 
with it a connotation that you explicitly 
aren't in the same emotional position 
as another person. Instead, your 
position is higher than theirs. 

The power of semantics 

Some might say, "Well, this is all just 
semantics:" 

What does it really matter if someone 
uses pity, empathy, and sympathy 
interchangeably, even if they're 
technically different? 

One reason to care is that separating 
the three concepts effectively is a smart 
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and simple way to guide yourself 
toward actions and reactions that 
illustrate emotional intelligence. 

As an example, I've written before that 
there's a well-meaning phrase that 
some people use that is actually a sign 
of low emotional intelligence: "I know 
how you feel." 

I suppose there are exceptions, but it is 
usually very difficult to truly "know" 
how someone else feels. 

Instinctively, people understand this, 
even if they can't articulate it. That's 
why it can be wildly unsatisfying to 
express your feelings to someone, only 
to have them reply with this phrase. 

But people who have high levels of 
emotional intelligence—or who are 
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working to increase their levels of 
emotional intelligence—understand 
this, in part because they understand 
the differing concepts among these 
three words we've discussed. 

Thinking about the differences might 
lead you to recognize that pity is 
unhelpful in a particular situation, and 
sympathy is unlikely (if you don't truly 
have shared experiences). 

The one you're left with—the higher 
calling of empathy—will require 
effort. That might lead you to respond 
to the person you're dealing with using 
much more supportive, helpful, and 
emotionally intelligent concepts.  

Done repeatedly, it can lead you to 
empathy, which, more than the other 
two concepts is a key milestone on the 
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road to developing deeper emotional 
intelligence. 

Plus, you get the personal satisfaction 
of knowing you've used three related 
words correctly.  

That's something I can easily 
sympathize with.ii 
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It’s Not Me. It’s You 

 
They guide conversations without 
being controlling. 

Much of this book is about improving your 
emotional intelligence (hence, the title). But 
there’s another related, useful skill: identifying 
other people with low emotional intelligence. 

This chapter is about how to do that—and how it 
can improve your well-being in the process. 

————— 

Today I'm going to share with you a 
really neat trick that will improve your 
life. 
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It's worked for me, anyway. And it has 
to do with listening 
multidimensionally to what other 
people say, and thus being very tuned 
in to decipher their motivations. 

Frankly, you'll probably understand 
their motives better than they do much 
of the time. 

The trick has to do with emotional 
intelligence. 

Actually, it's more like almost a double-
secret, jiujitsu version of emotional 
intelligence — sharpening your 
perception in order to detect the level 
of another person's emotional 
intelligence, and then use all of that to 
increase your understanding. 

I know, it sounds a bit “out there.”  
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So let's go quickly to the practical 
application, which is about listening for 
certain kinds of toxic phrases and 
verbal tics that people with very low 
emotional intelligence are prone to 
use.  

The following examples will illustrate 
intuitively what we're looking for. Then 
we'll unpack what's going on, and 
explain what it tells you about them. 

Toxic phrase No. 1: "I know how you 
feel." 

Imagine a scenario. You're explaining a 
difficulty or a challenge that you're 
facing to a co-worker. Perhaps you 
need him or her to offer advice. 
Perhaps you need him or her simply to 
understand. 
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Maybe you just want to vent. 

But having described the situation to 
someone you think is receptive, he or 
she responds with a five-word reply: "I 
know how you feel." 

Maybe he or she leaves it right there. 
Or maybe he or she starts to tell their 
own story, something that might or 
might not really have any relevance to 
what you've been explaining. 

You start to ask yourself: Was I boring 
him or her? Was I going on too long?  

Are we talking about you, now? 

Hold that thought. 
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Toxic phrase No. 2: "Can't you just ... 
?" 

This is one of my favorites. Imagine 
once again you're describing a 
situation, or telling a story. 

Like all good stories, there's conflict. 
There's something that the protagonist 
has to overcome — whether the 
protagonist is you, sharing a challenge 
you're facing, or another person. 

• So you might say, "I'm so 
exhausted at night coming home, 
making dinner for my kids, getting 
the baby to bed."  

• And comes the response: "Can't 
you just get your husband to 
make dinner, instead?" 

Or another example: 
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• "My employees are upset because 
nobody wants to work on the 
weekend." 
 

• "But can't you just tell them this is 
the deal, and if they don't like it, 
find another job?" 

Or else: 

• "I've tried so hard for so long to 
lose these last 10 pounds, but 
nothing works." 

• "Can't you just cut out more carbs 
during the day, and stop eating 
after sundown?" 

You say to yourself: If I could "just" do 
it, I probably would. Don't you think? 

But here's what you can do instead. 
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It's not me—it's you 

I must admit, I've been fascinated by 
these questions of emotional 
intelligence. 

I've written about them before, largely 
from the point of view of suggesting 
verbal pitfalls to avoid, so that you can 
develop and exhibit greater emotional 
intelligence. 

But a few weeks ago, I read an article 
about how to give good advice, and I 
realized that it also offered insights into 
how to judge the advice other people 
give you. 

[Ed. Note: This discussion about good 
advice comes later in this book.] 



 

 
 

- 40 - 

The short version is simply to keep 
track of how many questions they ask 
you during the course of the 
conversation. 

If they spend much of the time probing 
you, pushing you, asking questions, 
clearly trying to understand your 
situation, that's a good sign. 

If they quickly indicate, either explicitly 
or implicitly, "I've heard enough—here's 
what you should do," that's a bad sign. 

But we're not always looking for 
advice. Sometimes, we're looking for 
something else. 

Shift versus support 

None of this is original to me. Well, 
maybe some of the application, but 
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when I talk about emotional 
intelligence, I like to give credit to two 
sources: my Inc.com colleague Justin 
Bariso's book EQ Applied and the work 
of sociologists like Charles Derber. 

Because when you start looking at the 
world through the prism I've gleaned 
from their work, the insights come fast 
and furious. 

In short, there are two ways people can 
respond to others in a conversation.  

They can support the other person, by 
keeping the focus of the conversation 
on the other person, or they 
can shift the conversation, putting the 
focus on themselves. 

By and large, people exhibiting high 
emotional intelligence will often use 
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support responses. People exhibiting 
low emotional intelligence will often 
use shift responses. 

So think back to those examples 
above: 

• "I know how you feel." Quickly, 
we shift from your explanation of 
challenges or feelings, to the 
other person's purported 
understanding of those feelings. 
(As an important aside, it's very 
difficult ever to truly know how 
someone else feels.) 

• "Can't you just ... ?" I like to think 
of this as the "silver 
bullet" shift response; the idea 
that whatever challenge you're 
facing is truly simple to solve, if 
only you'd apply the other 
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person's instant solution. (Credit 
for flagging this phrase, which has 
stuck with me for years, goes 
to Leigh Anderson, who wrote 
about it when we both worked for 
the company that owns the 
parenting website, Scary Mommy.) 

Now you understand 

None of us is perfect. None of us 
exhibits high emotional intelligence all 
the time, any more than any one of us 
flawlessly exhibits high cognitive 
intelligence or perfect memory all the 
time. 

But this goes both ways — weighing 
and considering your own 
imperfections, as many of us do, but 
also just considering whether the other 
people you're talking with simply don't 
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have the self-awareness or level of 
emotional intelligence to be able to 
understand. 

I mean, I'm a lawyer. But I can't imagine 
that I'd ask my preschool aged 
daughter to help me think through a 
legal argument. 

She's very smart and I love her, and I'm 
sure someday when she's grown up, 
she'll be able to debate me under the 
table.  

But right now? She just wouldn't be 
equipped. It’s not a moral judgment; it 
would just be silly for me to try. 

The same thing applies when you're on 
the lookout for other people's 
emotional intelligence (or lack thereof), 
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and simply tracking whether their 
interactions indicate shift or support. 

That's why it can be so liberating to 
realize, by looking out for these 
conversational clues, that it's not that 
you were being boring, necessarily, or 
missing an answer that the other 
person thinks would be "just" so easy. 

Instead, the other person might simply 
not be emotionally intelligent enough 
to recognize the difference 
between shifting and supporting. 

And because you're now paying 
attention to your language, and 
applying this simple observational 
trick, you understand completely.iii 
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Shift vs. Support 
 

They encourage people to like them by using 
he right words to signal support. 

I’ve returned to this them of shift vs. support 
several times. I won’t rehash the whole 
discussion of course, but I’d like to share an 
adaptation of this column, because it 
contains a few other good, linguistic 
examples. 

Thinking about these has helped me in my 
daily efforts on this front, and I hope it will be 
useful to you, too. 

————— 
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There's a fine line between ego an 
empathy. It's easy to weave back and 
forth without realizing. 

Sometimes, who cares? None of us is 
perfect; none of us is always in control 
of our emotions. 

We're all geared to preserve ourselves 
at some root level, and it would be 
both unnatural and exhausting to 
"always" be on, always putting others' 
needs before our own. 

But sometimes, it does matter. 

• Perhaps you're trying to hire the 
best employees. 

• Or close an important sale. 
• Or get along well with colleagues 

and partners. 
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• Or maintain positive relationships 
in your personal life. 

Emotional intelligence 

There are entire books on the subject 
of emotional intelligence. My colleague 
here at Inc.com, Justin Bariso wrote 
one that got me thinking deeply about 
this a while back. 

As we’ve explored before, part of this 
comes down to something called "shift 
vs. support." 

Since then, I've thought a lot about this, 
tried to catch my own language, and 
looked through some of the comment 
threads on previous articles.  
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Here are five more such phrases. 

"You always..." (or "you never...") 

If we're talking about someone else's 
behavior, a "you always" or a "you 
never" phrase is as likely to suggest 
something about yourself than the 
other person: 

• "You always ignore me." 
• "You never turn things in on time." 
• "You always make everything 

about you." 

This doesn't mean you should never 
use these kinds of phrases.  

But be aware and intentional: the core 
of what you're saying is very likely 
about the other person's effect on you. 

Focus, focus, focus. 
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"That reminds me..." 

Sometimes this phrase is harmless. It's 
basically an oral reminder to yourself. 
Somebody starts out by saying:  

• "I went to the doctor last week..."  
• And you reply: "Oh! That reminds 

me I have to put my doctor's 
appointment in my calendar. 
Please continue..." 

Not a big deal. But other examples are 
toxic: 

• "I got a scary diagnosis last week, 
but it turned out to be a false 
alarm..." 

• "That reminds me of a coworker I 
used to have who got a positive 
test, but it turned out to be a mix-
up." 
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Or else: 

• "I applied for this job I really want, 
and I haven't heard anything 
back." 

• "That reminds me: I once really 
wanted to work for this 
company..." 

"Someone has to tell you..." 

This is another tricky one, and it 
highlights the fact that there are times 
when you might use these phrases 
intentionally.  

If so, just that: be intentional. 

Because often, if you're using a phrase 
like this, the underlying message isn't 
that you're trying to impart useful 
information or advice, but that you 
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instead want the personal satisfaction 
(or relief) of being the "someone." 

• "Someone has to tell you... your 
team is all afraid of you." 

• "Someone has to tell you... people 
are taking about how you dress at 
work." 

• "Someone has to tell you... half of 
your best employees are ready to 
quit because you're a poor 
leader." 

"I don't want to fight, but..."  

No matter what you say in the second 
half of this sentence, it could be 
probably replaced with "...but I'm 
going to say something that could start 
a fight." 
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It's right up there with "I'm not a racist 
but... (I'm about to say something that 
could be seen as racist.)" 

Or, "I'm not perfect but... (I'm about to 
say something that suggests I'm a little 
bit better than somebody else.)" 

Granted, it's rare, but maybe 
sometimes you do need to start a 
fight.  

Maybe there's a situation that's so 
thorny, and so critical, that the only way 
to address it is head-on, knowing full 
well it could get ugly, and that there 
could be harsh words involved. 

"I don't want to start a fight, but your 
company is now 120 days behind on 
payments, and we need to address 
this." 
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Even there, I don't love it. The "I don't 
want to" phrase is really just about 
making you feel better for bringing it 
up. But that's up to you. 

The key: Be intentional. Understand 
the effect that your language is likely to 
have on the other people in your 
conversation, and be in control of your 
emotions. 

[Ed. Note: I’d love comments and 
reviews on any of this Ubook. But this 
column grew out of comments and 
great suggestions after previous 
articles. If you have some to share, 
please go to: 
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Let Me Give You Some 
Advice 

They adjust their language to give advice the right 
way, and they easily spot bad advice. 

Sometimes I read things, or study things, in order 
to write about for columns like this—and I realize 
I’ve been doing something incorrectly, basically 
for my entire life. 

This was one of those moments. 

————— 

You've been asked for advice. You 
want to be helpful. But is your 
emotional intelligence up to the task? 
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This is a story about how to give good 
advice—and how to identify bad advice 
before it can hurt you. 

Because I've just had a realization that 
will change forever how I give advice, 
and perhaps even the way I seek it. 

The practical lesson, if you're pressed 
for advice, is that the key to giving 
better advice is to ask lots of 
questions.  

In fact, if you're an Advice Seeker, you 
might even judge the quality of the 
advice you're getting by the number of 
questions the Advice Giver asks. 

I'm borrowing that term, "Advice 
Giver," from Daniel Gross, 
whose essayiv about business advice 
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got me thinking about this to begin 
with.  

As Gross points out, Advice Givers 
usually want to be helpful, but they also 
want to be efficient: 

The Advice Giver is usually an 
established, busy person. They 
have a lot of meetings. They have 
their own problems (which might 
be the same as yours, by the way). 
The Giver isn't really thinking 
about your business. They're 
pattern matching. 

The Giver will often give you the 
advice that comes with the most 
cognitive ease. The simplest 
advice, instead of the most correct 
advice. 
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In fact, I think the Advice Giver might 
not even notice this tendency in 
himself or herself. Without asking a lot 
of questions, it's hard for an Advice 
Giver even to know the difference. 

The Advice Seeker has a reciprocal 
challenge. For one thing, if they 
assume the Advice Giver has expertise 
(and if not, why ask them for advice?), 
they might also easily mistake "simplest 
advice" for "best advice." 

The key to unpacking this, as either an 
Advice Seeker or an Advice Giver, is 
emotional intelligence.  

Because as we’ve seen, one of the core 
attributes of an emotionally intelligent 
exchange between any two people is 
that the person reacting to the other 
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person does so with a support 
response, rather than a shift response.  

So let's look at some specific examples, 
starting with an admittedly simple one 
that Gross uses: 

• Advice Seeker: "Should we be 
focusing on fixing our bugs or 
growing?" 

• Advice Giver: "You should focus 
on growth. Growth is good." 

This is a shift response. Even though 
the Advice Giver frames the response 
in terms of what the Advice Seeker 
should do, the advice is generic—and 
almost certainly rooted in the Advice 
Giver's experience, after a very brief 
reflection. 
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It shifts away from the Advice Seeker's 
experience and assumes similarities to 
the Advice Giver's experience. 

A support response, instead, would 
almost certainly take the form of a 
question—maybe even a series of 
questions. Something like this: 

• Advice Seeker: "Should we be 
focusing on fixing our bugs or 
growing?" 

• Advice Giver: "How significant are 
the bugs? What's your rate of 
growth? What are customers 
telling you?"  
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Perhaps the most all-around 
useful support response would be 
something like this: "What do you think 
you should do?" 

It's worth noting that this doesn't just 
apply to business advice. A few other 
examples: 

Question: "Should I go back to school 
and get another degree?" 

• Shift response: "I certainly never 
regretted getting my MBA." (Or 
else: "If I had to do it over again, I 
probably wouldn't have gone to 
law school.") 

• Support response: "What would 
you plan to do with the degree? 
What's the opportunity cost of 
pursuing it?" 
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Question: "Should I break up with my 
significant other?" 

• Shift response: "If you're asking 
the question the answer is almost 
certainly 'yes.'" 

• Support response: "Are you in 
love? What kinds of problems are 
you facing? What do you think he 
or she wants to do?" 

Question: "I don't know what to read 
next, do you have any suggestions?" 

• Shift response: "I just finished 
reading In a Time of War by Bill 
Murphy Jr., and it's utterly 
amazing." 

• Support response: "What kinds of 
books do you usually enjoy? 
What's the last book you truly 
couldn't put down?" 
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The bottom line is this: All other things 
being equal, advice offered with 
emotional intelligence is likely better 
advice. 

And the No. 1 sign of emotional 
intelligence in this kind of 
situation? More question marks at the 
end of your sentences.v  
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Are You With Me? 

 

They recognize when a so-called weakness is 
actually a strength, and they seek to emulate it. 

Spoiler alert: Of all the columns I’ve adapted into 
chapters for this book, this one was the most 
controversial. I’ll be interested to hear what you 
think. 

————— 

I'm going to ask you to consider your 
reaction to a very common verbal habit 
that many other people have — and that 
they get pilloried for, unfairly. 
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People say they lack confidence. They 
say they're weak or unsure of 
themselves. They say they're opening 
the door to not be taken seriously. 

But people who react like this are 
wrong. At the very least, they're 
missing a tremendous opportunity 
because of their own insecurities. 

The speaking habit I'm talking about 
here is what's known as "high rising 
terminal."  

It has other names too, like "uptalk," 
"rising inflection," or "high rising 
intonation." 

Practically, it's the phenomenon that 
results in people speaking declarative 
sentences with a rising pitch that is 
more commonly applied to asking a 
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question. Sometimes, they wind up 
dividing declarative sentences into 
shorter phrases, each with its own 
rising pitch. 

You'll understand what I mean with a 
quick example. A person who does not 
speak with a voice marked by a high 
rising intonation might offer the 
following suggestion: 

"Looking at all the variables, and 
the uncertainty in the world right 
now, I think we should reach out to 
existing customers so we know 
where we stand. At the same time, 
we can figure out which future 
opportunities to double down on, 
and which to delay pursuing." 
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But for a person whose speaking style 
tends toward uptalk, the rising 
inflection sounds a bit more like this: 

"Looking at all the variables? And 
the uncertainty in the world right 
now? I think we should reach out 
to existing customers. So we know 
where we stand? At the same time, 
we can figure out which future 
opportunities to double down on. 
And which to delay pursuing?" 

Those are intentionally generic 
examples. You can replace the specific 
statements with things that would be 
more relevant to your business or your 
life, to make it more familiar. 

Now, there are some studies that 
suggest women are more likely to 
speak with this kind of uptalk in their 
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voices, although most of those 
analyses are at least a few years old. 
Other studies suggest it's more 
common in younger people. 

My siblings and I used to call it 
"speaking Canadian," as it's a bit of a 
common inflection in Canada. (We 
were attuned to this since our mom 
was from Montreal.)  

But as I've grown older and more 
experienced, and as I've gotten to 
know colleagues who have this 
tendency in their voices—but who are 
neither insecure, nor lacking in 
confidence, nor less competent than 
their peers—I've realized something 
important. 

Rather than suggesting a lack of 
confidence, people who naturally 
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speak in this style may be 
extraordinarily tuned in with their 
audiences. 

Doing so—focusing on the effects your 
words actually have on people, and 
what they understand, as opposed to 
what you intend to say—are in turn 
signs of very high emotional 
intelligence. 

So, let's return to the generic example 
above, in which the speaker 
acknowledges a dynamic situation and 
proposes a strategic course of action. 

I'm not sure there's anything 
intrinsically wrong with the initial 
iteration, in which the declarative 
sentences are spoken declaratively.  
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But when you think about why the high 
rising terminal speaker's sentences can 
sound like a string of questions, it 
makes a lot more sense. 

In short, the question marks in that 
string of sentences don't signal 
insecurity.  

Instead, they signal: "Are you with me? 
Are my words reaching you? Do you 
understand the concepts I'm 
explaining?" 

When the phrases "looking at all the 
variables," and "the uncertainty in the 
world right now" end with an uptick, 
the implied message is: "Do you 
understand that the course of action I'm 
about to suggest is informed by some 
big changes in the world?" 
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And when the speaker 
proposes “reaching out to existing 
customers to find out where we 
stand (?),” and “figuring out which 
opportunities to delay (?),” with a high 
rising intonation, I think they're 
applying one of the most insightful, 
effective methods of making tough 
decisions. 

It's one I've written about that Jeff 
Bezos advocates: acknowledging that 
hard decisions will always have 
multiple, reasonable solutions—and so 
deciding is less about reaching 
consensus, and more about 
encouraging commitment to choose 
one of those reasonable solutions, and 
pursue it. 
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Back to the example, Would it be a 
better idea to focus on existing 
customers? Well, it's a hypothetical, so 
who knows? 

But it's probably not a 100 percent 
right-or-wrong decision, right?  

So the speaker's goal here is not just to 
advocate for an outcome, but to get 
buy-in from others. (It's also likely he or 
she doesn't have the practical power to 
insist simply: Here's what we're going 
to do.) 

Instead, it's: "I know there's another 
argument, but I think we should double 
down on existing customers. Are you 
with me? Can we do this? Can I get 
your support?" 
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It's a lot to pack into an implied 
question mark. And I'm not saying it's 
intentional, as much as instinctive.  

But it's also highly emotionally 
intelligent. 

So, do you understand the argument? 

And do you understand that if you 
dismiss people because they 
sometimes talk like this, maybe you're 
missing out on some smart 
contributions? 

And maybe you're the one who needs 
to reassess?vi 
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You Might Not Know 
This 

 
They understand how a few simple, intentional 
words can improve the tenor of almost any 
conversation. 

As you’ll see below, I discovered the technique I’ll 
describe here completely by accident, and I didn’t 
even realize how it worked until years later.  

But the phrase we’ll be talking about here—and 
the sentiment behind it—contains great power. 

---------- 

What if I could show you how to 
improve the way you give 
compliments, and create 
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truly memorable moments for the 
objects of your praise, simply 
by framing your words a bit differently? 
I discovered this technique by accident 
years ago, and I've spent quite a bit of 
time considering and researching how 
it works.  
Its roots are grounded in a simple truth 
of psychology and emotional 
intelligence that I think we all 
understand.   
The framing works quickly, and it 
comes down to preparing your 
audience to do two things:  
• first, to pay attention to what 

you're about to say, and  
• next, to expect that your 

message will be a true and 
positive reflection on them. 
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The easiest way to remember to do this 
is to learn to give praise by starting 
with a short, simple, focus-shifting 
preamble. For example, you might use 
a variation of these six words:  
• "You might not know this, but..." 

That short phrase is packed with 
meaning. It starts with "you," so it 
impresses that the other person in the 
conversation is also the subject of the 
conversation.  
It also implies that you're about to 
share new knowledge that the other 
person isn't aware of yet. And the 
inclusion of a difference-indicating 
conjunction ("but") suggests that the 
information will contradict a previous 
assumption. 
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Overall, it establishes that whatever 
comes next isn't just about something 
you want to share.  
Instead, it’s about the other person’s 
perception of reality.  
It’s other-centered, rather than self-
centered.  
Now, we’re talking only about the 
preamble, so far. And I know we’ve 
squeezed a lot into it.  
However, whatever follows is just as 
crucial. It has to be both positive and 
truthful. 
So consider these sample iterations: 

• "You might not know this, but 
people really appreciate how 
calm you can be in a crisis." 

• "I'm not sure if you 
appreciated your impact, but your 
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comments in the meeting last 
week reassured the whole team." 

• "I hope you didn't think you were 
alone; when you asked that 
question in class, you spoke for 
everyone." 

• "You're never going to believe 
this, but I took your advice and it 
worked out." 

• "Would it surprise you to know 
how much the newer people on 
the team talk about you as a role 
model?" 

I'm making these examples 
intentionally broad, and mixing up the 
preambles, of course. 
But, I think you can see how it works — 
and how phrasing a compliment or 
positive feedback like this makes it a lot 
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more powerful than simply offering 
praise as a declarative statement. 
It also illustrates that the substantive 
compliment has to be authentic and 
truthful for this to work. 
For example, if somebody were to say 
to me: "Bill, you may not know this, but 
people think you're a really great 
dancer," I would be skeptical.  
I mean, I know that I'm simply not a 
very good dancer. It's kind of comical, 
actually. 
But when somebody emails me and 
says, something like, “Bill, you might 
not think anyone even read that article 
you wrote, but I really appreciated it,” 
I’ll wind up walking around with a smile 
on my face all day. 
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Now, as I mentioned above, the irony 
for me is that I stumbled across this 
technique purely by accident. 
Back when I was practicing law, a more 
experienced attorney taught a class for 
the newer lawyers.  
She really knew her stuff, and the 
advice she gave — including some fairly 
technical intricacies of tax law and civil 
procedure — saved my greener 
colleagues (and me!) a lot of time and 
frustration.  
Afterward, I remember wondering 
why this gifted speaker hadn't been 
promoted into a true leadership role. I 
also thought: Wait, does she actually 
know how helpful this was? Does 
anyone give her feedback? 
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We had hardly spoken before, but 
when I bumped into her later, I said 
something like: "I don't know if anyone 
ever tells you this, but 
your presentation was great. It taught 
me and the other new lawyers quite a 
few things that made life a lot easier for 
us." 
That conversation sparked a bit of a 
work friendship and mentorship. And 
maybe a year or two later, I remember 
she said something reciprocal to me, 
like:  
"You might not have understood the 
power of your words, but when you 
complimented my presentation that 
day, I really needed to hear it." 
Now, I'm certainly not saying that this is 
the only way to phrase a compliment, 
or that other ways are wrong, or that it 
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always has the kind of memorable 
impact that will leave you thinking 
about it years later. 
But I know that the preamble punched 
far above its weight in both cases, and 
I've been tuned in ever since to 
observe it in action again. 
It's a reminder that whether it's hard-
wired or learned insecurity, most of us 
are predisposed to seek out 
information about how others perceive 
us.  
So, framing compliments like this can 
increase their effect, while also 
reminding you to be other-centered in 
your interactions when that is 
beneficial. 
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In other words: You might not have 
known this, but your opinions are 
valuable to other people. 
And when you phrase them correctly, 
they can stick with them in a positive 
way, for a very long time. 
 

 
 
 

  



 

 
 

- 84 - 

 
 
 
 

I Do Apologize 
They own their decisions when they have 
to say no, and they learn to spot when 
others cannot. 

By now, I suspect you may have started to think of 
phrases or verbal habits on your own that might 
increase your competencies in a way that 
improves emotional intelligence. 

This column was a bit of a compendium of 
examples of what not to do. 

————— 

Emotional intelligence at work isn't just 
about being nice to people or 
considering their feelings. 
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Instead, emotional intelligence is about 
being in control of what you say—so 
that your words work in your favor.  

As my colleague Justin Bariso writes, 
it’s the ability to make emotions work 
for you, instead of against you.” 

Ultimately, it's also about creating 
conditions where colleagues and other 
stakeholders are more likely to want to 
help you achieve your goals. 

So, here are of the classic, worst, low-
emotional intelligence phrases people 
can use — the ones that ultimately get 
in the way of their own success, and 
their colleagues'.  
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1.    "Not my job" 

I used to work as a lawyer for the IRS. 
(There, I said it.)  

I had some wonderful colleagues. But, 
there were also a small minority of 
workers who embodied the worst 
stereotypes of unmotivated 
government drones.  

There were the ones who would refuse 
to contribute to things that weren't 
squarely within their job descriptions. 
In fact, they used an even more grating 
phrase than "not my job" — "not my 
function." 

It can be smart to establish legitimate 
boundaries at work, no question. 
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But, a phrase like this doesn't 
communicate "I'd love to help but I'm 
working on this other equally critical 
part of our job." 

Instead, it says: "Tough luck, buddy. 
You're on your own." 

You can imagine how that will likely 
prompt other people to react.  

2.    "It's our policy" 

I'm a "recovering attorney," as I like to 
say, but I still sometimes look at things 
through the eyes of a lawyer. 

One example is when I automatically 
rank sources of law according to their 
importance. It goes like this: 
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• Natural law. Theoretical, but 
it underpins a lot of our legal 
system 

• Constitutional law. 
• Common law. 
• Statutes. 
• Regulations. 

Way down at the bottom, more or less 
tied with "because I said so," you have 
"policies." 

Sometimes you can get away with 
pointing to your policy. Usually, this is 
when there's an imbalance of power 
between your organization and the 
stakeholder against whom you're 
enforcing the policy.  

In other words, it's when you don't 
really need to care about how your 
words affect the person you're dealing 
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with, whether customer or colleague—
there's nothing they can do about it. 

But, if you're in Department A, and an 
employee from Department B wants 
you to do something that makes a lot 
of sense and will ultimately enable your 
company to achieve its overall goals, 
then relying on "it's our policy" is pretty 
silly. 

It ultimately says: I don't care what you 
want to achieve. I don't care how it will 
help our company. I only care about 
how it will affect my short-term 
workflow. 

It also says: "I have almost zero 
emotional intelligence." 
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3.    "I do apologize" 

Apologies, when warranted and 
articulated well, are wonderful tools of 
emotional intelligence.  

They're a voluntary, verbal equalizing 
technique. You realize you've done X, 
and it's caused harm. So, you take 
steps to bridge the gap.  

You spend some small amount of 
social or emotional capital in order to 
make the other person whole. 

You put yourself in the other 
person's shoes, imagine how they felt, 
and try to fix it. When it's done well, it's 
beautiful. 

But we all know that there are also such 
thing as "fake apologies."  
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And that's why "I do apologize" is the 
least-effective de-escalation phrase 
possible.  

It's the emphasis on the word "do" that 
makes it seem remote, emotionless, 
and insincere. 

Right up there with: "I'm sorry you were 
offended." 

4.    "Nothing I can do" 

There is always something you can do, 
whether it's on behalf of a colleague, or 
a customer, or another stakeholder. 

You can make an exception to policy 
(see above). And if you can't do that, 
you can advocate for them. 
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At the least, you can try to empathize, 
and see if you can't find a way around 
their challenges. 

Let's put "nothing I can do" through 
the corporate speak translator. 

You're basically saying, "It's not that I 
can't help you. It's that I don't want to." 

5.    "I don't like conflict" 

It's fine to sidestep needless conflict.  

It's smart to avoid fights just for the 
sake of fighting, or to scratch some 
narcissistic itch. 

But it's another thing entirely to say you 
don't like conflict as a way of avoiding a 
colleague or a customer's legitimate 
need. 
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In the end, this is just about putting 
yourself in the other person's shoes, 
and asking whether what they'll hear 
from you makes it more or less likely 
you'll get what you want in the long 
run. 

Colleague objects to your decision, 
and you avoid their complaint? It's less 
likely they'll want to help you the next 
time you have an issue. 

But if your response to that colleague is 
more along the lines of trying to find a 
solution — even if you're ultimately not 
successful — you might well recruit a 
professional ally for life.vii  
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Habits, Good & Bad 
They reflect on their conversations 
and improve performance. 

I think this is a good way to end this first edition: 
with a series of simple habits to consider. As I said 
way back in the introduction, I think the best way 
to approach this all can be with practical 
examples; my hope is that these help you think up 
more of your own. 

————— 

Think about the people you know 
who always seem to get what they 
want. 

Are they self-centered? Are they their 
own best advocates? When you think 
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of their success, do you feel happy for 
them? 

Do you admire them? If you don't, 
let's assume for our purposes that 
other people don't admire them either.  

So how does someone become 
successful while consistently making 
enemies? 

And if you do admire them, think about 
that, too. Is it purely the scope of their 
success that prompts your respect?  

Or is it something else — perhaps 
something about the way they 
make you feel about them? 

Another word for feelings: emotions.  

Truly emotionally intelligent people 
understand this. That's why they work 
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to adopt some very powerful habits 
that make it easier and more likely for 
them to get what they want. 

Habits like these, for example. 

1. They seek to support. 

Emotionally intelligent people seek to 
support other people. 

Sounds altruistic, doesn't it? Well, it can 
be. But it can also be strategic — even 
shrewd.  

Because people are concerned about 
what affects them. They might be kind, 
decent, noble — even selfless. They're 
still human beings, and they will react 
to the way things affect them, 
personally. 
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So, if you want to engage with people 
effectively, think about whether your 
words and actions are offered in a way 
that seems to support them, or that 
seems to support yourself.  

The more it's the former over the latter, 
the better they'll feel about you, even if 
they don't realize it. 

Example: Suppose you're desperate to 
sell your house. A young couple comes 
to look at it, beautiful children in tow. 

"You have such a beautiful family," you 
say to them. "You're exactly the type of 
people I would feel proud to help have 
this house. I would love to find a way to 
make that happen." 

Everything you said might be true—but 
you smartly leave out the part about 
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being desperate to sell. That wouldn't 
be supportive; it would shift the focus 
to what you need, as opposed to what 
you can do for them. 

It wouldn't be as effective, and it 
wouldn't be as emotionally intelligent. 

2. They don't assume. 

Two things about human beings: We 
are impatient, and we are insecure. 

Of course, some of us are more so than 
others. And some of us learn over time 
to overcome these traits. 

We all have them, though, buried as 
they may be — and that's why we can 
be prone to rush to fill in the gaps of 
our understanding. 
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We assume things that aren't 
necessarily true, because they square 
with things we believe or hope to be 
true—or even that we fear will be true. 

It's a natural, emotional reaction — but 
it's one that also prevents you getting 
what you want out of life, because you 
arm yourself with distorted facts. 

An example: You want to make an 
important sale. You believe the 
customer truly appreciates your 
product. You're convinced that he or 
she wants to make a deal. 

And because you want it so badly, you 
assume that he or she also has 
authority to act. Or can afford it. 
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If you're right, you're flying high. If 
you're wrong, you've allowed your 
emotions to blind you to reality. 

And you're less likely to get what you 
want as a result. 

Emotionally intelligent people stop and 
think: Am I assuming something that's 
not actually been proved? How would I 
react differently if I admitted that I did 
not know? 

3. They embrace silence. 

Want to know what my favorite kind of 
problem is? The kind that solves itself if 
you leave it alone. 

A few years back, I was in the middle of 
a negotiation. There were two things I 
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really wanted to ask for, in order to 
sweeten the deal. 

But I was worried that asking for 
either might risk killing the whole thing. 
And I was quite confident that asking 
for both would definitely end it.  

I fell into analysis paralysis. I couldn't 
decide which of the two things I should 
ask for — or if I should just take what I'd 
gotten and agree to the deal as-is. (Or, 
"as-was," I guess.)  

I waited a day to reply. Then two. Then 
three. 

Now, I was worried I'd blown it. But 
suddenly the other party in the 
negotiation replied — offering me both 
sweeteners if I'd sign the deal right 
away. 
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It was so cool. I'd played hardball 
without even meaning to. Problem 
solved, without actually doing 
anything. 

This can work in a high level, strategic 
negotiation, and it can also work as a 
tactic in a simple conversation. 

The person on the other side has the 
some of the same human tendencies 
that we all do. When you embrace 
silence, he or she will sometimes make 
assumptions, and might wind up filling 
in the gaps to your benefit. 

All because you knew enough to 
embrace silence, and say nothing. 
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4. They focus on others when it's 
time to do so. 

I used to box — for exercise, not really 
competitively. One thing that surprised 
me as I got a bit better was that I'd 
develop an odd, intense 
relationship with whomever was my 
opponent. 

Even if we sparred only once and never 
saw each other again, it was there.  

You might think: Relationship? What's 
that about? Boxers barely talk with 
each other. Plus, you're literally trying 
to hit each other the whole time. 

But, during a fight, you're entirely, 100 
percent focused on the other person. If 
you aren't focused, you get 
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decked. And that's what forms the 
basis for this intense relationship. 

If tomorrow I ran into someone I fought 
for six minutes a decade ago, I'm quite 
sure we'd recognize each other — and 
probably have a lot to talk about. 

Think about how you feel when 
another person focuses intensely on 
you.  

Assuming you welcome the attention, it 
tells you: I'm important to this person. 
The things I do, or that I say to him or 
her, will find a receptive audience. 

Sometimes, it's positive: You're on a 
romantic date, it's going very well, and 
two hours fly by because the 
conversation is so good. You're 
completely focused on each other. You 
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hope you can keep it going and see 
each other again. 

Sometimes, it's negative: The police 
call and say they want to ask a few 
questions. Now you're sitting in a small 
room with a detective on other side of 
the table, 100 percent focused on you 
and what you have to say. Uh-oh. 

Either way, emotionally intelligent 
people understand that if they can 
demonstrate focus, they can help the 
other person fill in some of the gaps 
with a positive message like "I am 
important to this person." Maybe even 
"I appreciate knowing that fact." 

And that can usually only be positive 
for you, too. 
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5. They admit their shortcomings. 

I don't simply mean they admit 
shortcomings to other people. They 
might, but they also admit them to 
themselves. 

Here's a personal example. I once 
made a math error while doing a rough 
draft of my taxes, and it sent me into a 
bit of an emotional tailspin. 

It was a very complex year, and I was 
running several businesses at the same 
time.  

But I walked away from my back-of-the-
envelope analysis thinking I personally 
was going to owe about $170,000 in 
federal taxes. 
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I don't know your tax bracket, but that's 
a big amount of money for me to 
suddenly owe. It seemed life-changing.  

I was soon thinking of winding down 
businesses, selling my home, giving up 
on being self-employed, and having to 
apply for jobs. 

But then a few weeks later, I heard back 
from my accountant, who is also a 
great friend. He reassured me that I 
had made a math error. 

Part of it involved my forgetting things I 
was entitled to, part of it was literally 
putting a decimal point in the wrong 
place during my calculations. 

I actually owed a much more 
manageable amount, well under 
$15,000.  
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I told him how fearful and out of sorts 
I'd been based on my incorrect math 
the last few weeks, and he reminded 
me: "Murph, you need to accept who 
you are and know your strengths and 
weaknesses. Let's make it easy for 
you: Writing strong, math weak." 

This is why I have an accountant. It's 
also why I pay a handyman to do most 
chores around my house. It's why I ask 
my wife if I look OK before I head out 
the door each day. 

There are things I'm really good at, and 
there are things I'm not good at. 

Emotionally intelligent people 
embrace their strengths, and they also 
admit their shortcomings. Then, they 
ask for help. That leaves them in a 
much better position to succeed. 
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6. They don't assume the worst. 

You wanted the job; they ghosted you.  

They must have thought you weren't 
qualified. 

You hoped for a second or third date; 
he or she keeps saying the times you 
suggest aren't good.  

I guess the feeling wasn't mutual. It 
must be hopeless. 

You start noticing some strange pains, 
and some other weird symptoms.  

It's probably a serious disease. Better 
get your affairs in order. 

Look, it's possible in all three of these 
examples that the worst has or is about 
to happen: you'll never get hired; he or 
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she doesn't want to date you; you're 
soon to face your mortality. 

But, to use a technical, scientific term, 
who the heck knows? 

You certainly don't. But if you assume 
the worst, you trick yourself into 
believing you do know — and all to your 
detriment. 

The opposite of assuming the worst 
isn't necessarily assuming the best, by 
the way — although that's an interesting 
strategy.  

Instead, it's simply taking a pause. 

It's admitting what you don't know.  

It's about avoiding assumptions that 
will set you back needlessly—and 
learning to be comfortable with the fact 
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that there's a temporary gap in your 
knowledge base. 

The thing I love about writing about 
building emotional intelligence is that 
in retrospect, most of the best practices 
seem a bit obvious.  

They're easy to articulate at least, 
although often hard to put into 
practice.  

Still, they're worth the effort. Learn 
these habits of emotionally intelligent 
people, and you'll be in a better 
position to achieve the things you 
really want.viii 
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Links & References 
 

Thanks again for downloading and 
reading. I hope you found the book of 
value. 
 
Please don’t forget to sign up at 
Understandably.com, if you haven’t 
already. 
 
This edition was released in January 
2021. Check out to see if there’s an 
update at: books.understandably.com. 
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Also, I have to get a bit legal here: 
Please note that Understandably, 
Understandably.com, Ubook and 
Ubooks are trademarks of Much Better 
Media LLC. 
 
Don’t forget to submit comments 
and reviews at:  
 

reviews@understandably.com 
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Notes and links follow below: 
 
 

i https://www.inc.com/bill-murphy-jr/people-who-avoid-
these-3-common-words-have-very-high-emotional-
intelligence.html 
 
ii https://www.inc.com/bill-murphy-jr/people-who-confuse-
these-3-simple-words-have-very-low-emotional-
intelligence.html 
 
iii https://www.inc.com/bill-murphy-jr/people-who-use-
these-3-toxic-phrases-have-very-low-emotional-
intelligence_1.html 
 
iv https://dcgross.com/advice-on-advice/ 
 
v https://www.inc.com/bill-murphy-jr/people-who-give-
advice-like-this-have-very-low-emotional-intelligence.html 
 
vi https://www.inc.com/bill-murphy-jr/people-hate-this-
common-habit-but-its-actually-a-sign-of-high-emotional-
intelligence.html 
 
vii https://www.inc.com/bill-murphy-jr/people-who-use-
these-5-toxic-phrases-at-work-have-very-low-emotional-
intelligence.html 
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viii https://www.inc.com/bill-murphy-jr/people-who-learn-
to-use-these-work-from-home-habits-have-very-high-
emotional-intelligence.html? 
 


